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Executive Summary

In the fall of 2003, Clearwater Research, Inc., began collecting information from PERSI
members who had participated in one of the following five transactions: Retirement,
Separation, Disability, Choice Plan loan, or Choice Plan rollover into the plan. The malil
surveys were administered in two discrete waves to better manage the amount of time
between the transaction experience and data collection. Information was collected about
member satisfaction with PERSI service delivery, customer service experiences,
information accessibility and usability, and PERSI Website use. Clearwater Research
conducted univariate and bivariate analyses of the 838 completed surveys to identify
areas of excellence and opportunities to improve. This information will be used to guide
future PERSI service offerings and administration.

The following sections highlight some of the results presented within the body of this
report. Because of the nature and complexity of the research design and analysis,
readers are cautioned against drawing strong conclusions based solely on this brief
executive summary.

Disability Retirement Satisfaction Survey

» 62% of respondents were either Somewhat satisfied or Very satisfied overall with PERSI.

» 82% of respondents were either Somewhat satisfied or Very satisfied with the outcome of their disability
claim.

» 79% of respondents read additional information provided by PERSI for disability retirement claims, and
81% of those respondents who read this information found it to be Somewhat useful or Very useful.

Choice Plan Loan Process Satisfaction Survey

» 87% of respondents were either Somewhat satisfied or Very satisfied overall with PERSI, and 89% of
respondents were either Somewhat satisfied or Very satisfied with the service provided by PERSI staff.

» 93% of respondents found the loan submission requirements to be either Somewhat easy or Very easy.

> 48% of respondents read additional information provided by PERSI for Choice Plan loans, and 100% of
those respondents who read this information found it to be Somewhat useful or Very useful.
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Retirement Satisfaction Survey

>

>

97% of respondents were either Somewhat satisfied or Very satisfied with the retirement process.

58% of respondents received retirement counseling from a PERSI Member Representative, and 96% of
those respondents who received retirement counseling were either Somewhat satisfied or Very satisfied
with the service.

91% of respondents found the retirement application process to be either Somewhat easy or Very easy.

99% of those respondents found the information provided by PERSI to complete their retirement
application to be Somewhat useful or Very useful.

34% of respondents attended a Pre-Retirement Workshop offered by PERSI staff, and 99% of those
respondents who attended these workshops found the information provided to be Somewhat useful or
Very useful.

Choice Plan Rollover Satisfaction Survey

>

90% of respondents were either Somewhat satisfied or Very satisfied overall with PERSI, and 81% of
respondents were either Somewhat satisfied or Very satisfied with the rollover process.

93% of respondents were either Somewhat satisfied or Very satisfied with the service provided by
PERSI staff.

66% of respondents found the Choice Plan rollover process to be either Somewhat easy or Very easy,
and 76% found the submission of the Choice Plan rollover request to Mellon to be Somewhat easy or
Very easy.

93% of those respondents found the information provided by PERSI to complete their Choice Plan
rollover to be Somewhat useful or Very useful.

48% of respondents read additional information provided by PERSI for Choice Plan rollovers, and 95%
of those respondents who read this information found it to be Somewhat useful or Very useful.

Separation Benefit Satisfaction Survey

>

92% of respondents were either Somewhat satisfied or Very satisfied with the separation process, and
86% of respondents were either Somewhat satisfied or Very satisfied with the service provided by
PERSI staff.

97% of respondents found the submission of the separation benefit form to be either Somewhat easy or
Very easy, and 96% of those respondents found the informational page provided by PERSI attached to
the separation benefit form to be Somewhat useful or Very useful.

65% of respondents were aware that their money could be left with PERSI, and 87% of respondents
indicated that they knew the tax consequences of taking their money out early.

Project: 2003 M ber T ti S
Clearwater

Document: EE Transacation Report Q3 Q4 2003 Web (jh) Research, Inc.



Introduction

Background

The Public Employee Retirement System of Idaho (PERSI) provides retirement and other
benefits to over 100,000 public employee members statewide. PERSI also works with
over 670 employers to provide these benefits and services to active members. PERSI
seeks to develop a comprehensive model of customer service satisfaction for both
employers and members and, as part of that effort, desire to elicit feedback from
stakeholder groups about PERSI policies and procedures.

Study Purpose

To better understand the perceptions and experiences of active members and provide
better service to them, PERSI and Clearwater Research, Inc., developed five separate
customer satisfaction survey instruments to elicit attitudes and perceptions of PERSI
members about the following five transactions:

Disability Retirements,
Choice Plan Loans,
Retirements,

Choice Plan Rollovers, and
Separation Benefits.

YVYVYYVYYV

The purpose of this research project was to provide empirical and quantitative information
about PERSI members from the following five topic areas:

Member Satisfaction

Member Knowledge

Customer Service,

Access and Use of PERSI Information, and
PERSI Website Use.

VVVYVYY

Organization of Report

The report begins with a brief description of the research methods employed in this
project, including sampling plan, questionnaire design, and procedures for data collection,
preparation, and analysis. The findings of the analyses are presented by topic and then
in the order of appearance in the questionnaire, with each followed by an immediate
discussion of comparative results.
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Method

Survey Instrument

Clearwater Research collaborated extensively with PERSI staff to design them five
separate transaction surveys. The instruments contained items on member satisfaction,
benefit knowledge, PERSI contact experiences, retirement planning, PERSI Website
usage, and service recommendations. The questionnaire instruments were developed for
active or recently retired PERSI members, and design elements were specifically
incorporated for administration using a mail survey. The surveys were offered in English
only.

Before the questionnaires were administered, cognitive testing was used to identify and
remedy potential problems in the hard copy version of the survey instrument. For survey
research, cognitive testing is used to diagnose questions that may be difficult to
understand, have more than one meaning, are difficult to answer, or may lead members
to answer in a particular way. Cognitive testing is typically conducted by exposing a
participant to a survey question, observing the participant’s reaction, and then probing for
additional information about the meaning of the question, the ease of generating a
response, and the strategy used by the member to answer the question.

Twelve PERSI members were recruited from the sample list from Ada County, and two
focus groups were used to elicit member feedback about survey content and design from
the target population (viz., PERSI members).

Sampling
For this research effort, the member population was composed of all members who had
initiated one of the five described transactions in either the third or fourth quarters of 2003
(July through December). In addition, all Disability Retirement transactions from quarters
1 and 2 of 2003 were also included in the sample frame. An electronic file of member
transactions and associated contact information was provided by PERSI, and multiple
listings of different individuals with the same contact information (i.e., mailing address)
were resolved before each fielding administration. Response rates are reported
separately for each transaction survey.

Data Collection

Clearwater Research collected data for the five transaction surveys from two separate
data collection waves. Surveys were administered and collected for Wave 1 from
October 27, 2003 to December 5, 2003. Surveys were administered and collected for
Wave 2 from January 20, 2004 to February 27, 2004. Introductory letters on PERSI
letterhead were mailed with the survey for each data collection wave. All completed
surveys received by February 27, 2004 were entered into the response database.
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Across all five surveys, a total of 838 completed surveys were received, entered, and
analyzed, yielding a 23% overall response rate. The number of completed surveys and
associated response rates for each transaction type is provided in Table 1.

TABLE 1: Survey Performance by Transaction Type

Transaction Sample Completed Response
Type Records Surveys Rate
D|§abll|ty 59 29 49%
Retirement

Choice Plan Loan 83 31 37%

Process
Retirement 880 452 52%
Choice Plan 98 47 48%

Rollover
Separation Benefit 2,487 305 12%
Total 3,607 864 24%

Data Preparation

Survey data were entered into a Ci3 based data entry program database. Prior to
analysis, Clearwater Research followed a comprehensive routine of data preparation.
Data were converted from the Access database and formatted for review and analysis in
SPSS, a statistical analysis software package. The original survey variables and
response categories were labeled, and additional variables were created for the analysis
as needed. In addition, open-ended responses were examined and cleaned for overall
comprehension.

Coding

Clearwater Research has developed a standard set of procedures to prepare data for
review and analysis. First, each variable was provided a unique label matching the CATI
guestion number from the survey instrument. Next, each raw, labeled variable was
recoded into a new variable to remove non-responsive answers (e.g., Don’t Know,
Refused). These recoded variables were designated using an alphabetical subscript that

(62}
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identifies the resultant measurement scale. A complete listing of these recode variable
subscripts is provided in Table 2.

TABLE 2: Examples of Variable Subscript Labels

LABEL MEANING

M A variable which has been coded for interval level analysis. Answers such as “Don’t know,”
“Refused,” and “No answer” recoded as system missing (e.g., Q0O05M).
A variable which has been coded for use as a dichotomous (two-category) variable.

D Answers such as “Don’t know,” “Refused,” and “No answer” recoded as system missing
(e.g., QO0O5D).
A variable which has been coded for use as a trichotomous (three-category) variable.

T Answers such as “Don’t know,” “Refused,” and “No answer” recoded as system missing
(e.g., QOO5T).
A scaled or categorical variable which has been recoded into more than three categories.

C Answers such as “Don’t know,” “Refused,” and “No answer” recoded as system missing
(e.g., QO05C).

Data Analysis

The analysis plan consisted of two phases. First, an initial analysis of the distributions of
individual items and of bivariate associations among demographic and substantive items
was conducted. From this basic analysis, additional research questions with generally
expanded scope and complexity were developed and explored.

Clearwater Research used SPSS to analyze the data. The initial analyses involved
frequency tables and descriptive statistics (e.g., mean, standard deviation) to examine
and characterize the distribution of responses for each variable. These descriptive
statistics also guided the subsequent analyses.

The next step in the analysis examined the pattern of relations between variables to
identify meaningful similarities and dissimilarities among the data. These analyses
employed correlation coefficients to determine the direction and strength of associations
among sets of variables. Chi-square tests were primarily used to explore differences in
response patterns and outcomes across salient demographic and organizational
variables.

Project: 2003 Member T tion S
Saved: March 18, 2008 Clearwater

Document: EE Transacation Report Q3 Q4 2003 Web (jh) Research, Inc.



Findings and Interpretation

The results of the analysis are presented in the following order:

Disability Retirement Satisfaction Survey
Choice Plan Loan Process Satisfaction Survey
Retirement Satisfaction Survey

Choice Plan Rollover Satisfaction Survey
Separation Benefit Satisfaction Survey

agrwnE

The full text of the questions and answer categories is available for all five transaction
surveys in Appendix A (p. 73 - 82). On the following pages, charts, tables, and
descriptions of survey results include survey question numbers for easy reference.
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Disability Retirement Satisfaction Survey

The sample frame for the Disability Retirement Satisfaction Survey included all PERSI
members who had initiated a disability retirement transaction in 2003.

A total of 59 unduplicated sample records were provided to Clearwater Research across
both data collection waves, and a census of these records was attempted. 29 completed
surveys were returned by mail, yielding an overall response rate of 49%. The response
rate for Wave 1 was 47% (18 of 38), and the response rate for Wave 2 was 52% (11 of
21).

Overall Satisfaction With PERSI (Q1)

Q1: Consider your experiences with the Public Employee Retirement System of Idaho (PERSI) throughout
the entire disability process. How satisfied or dissatisfied overall are you with PERSI?

FIGURE 1.1: Overall Satisfaction with PERSI (Q1)

’ e All members in the sample were asked
Q ’ Q1, and a total of 29 answers were
o0 n=29 . PERSI collected (See Figure 1.1).
A ic Employee Retirement System of Idaho

e Overall, 55% were Very satisfied (n =
16), 7% were Somewhat satisfied (n =
60% 35% 2), 7% were Neither satisfied nor
dissatisfied (n = 2), 17% were
Somewhat dissatisfied with (n = 5), and
14% were Very dissatisfied (n = 4) with

PERSI overall.
Very Somewhat Neither Somewhat Very satisfied
dissatisfied dissatisfied satisfied nor satisfied n=16
n=4 n=5 dissatisfied n=2
n=2
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Disability Process Explained (Q2)

Q2: Did your PERSI Representative explain the entire disability process to you at the beginning?

FIGURE 1.2: Disability Process Explained (Q2)

VPA’s Role in Process Explained (Q3)

All members in the sample were asked
Q2, and a total of 29 answers were
collected (See Figure 1.2).

69% indicated Yes (n = 20) and 31%
indicated No (n = 9).

Respondents who indicated the disability
process was explained to them (mean =
4.25) were more satisfied with PERSI
overall (Q1) compared to respondents
who indicated that the process was not
explained to them (mean = 2.56) [F (1,27)
=8.92, p <.05, eta’= .25].

Q3: Did your PERSI Representative explain the relationship of Voluntary Plan Administrators (VPA) to

PERSI?
FIGURE 1.3: VPA’'s Role in Process Explained (Q3)
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All members in the sample were asked
Q3, and a total of 28 answers were
collected (See Figure 1.3).

57% indicated Yes (n = 16) and 43%
indicated No (n = 12).

Although respondents who indicated the
relationship between VPA and PERSI
was explained to them (mean = 3.81) had
a higher average level of satisfaction with
PERSI overall (Q1) compared to
respondents who indicated that it was not
explained (mean = 3.50), the difference
was not statistically significant [F (1,26) =
0.25, p > .05, eta’= .01].
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Satisfaction With Service Provided by VPA (Q4)

Q4: Consider your experiences with VPA throughout the disability review. How satisfied or dissatisfied are

you overall with VPA?

FIGURE 1.4: Satisfaction with Service Provided by VPA (Q4)

%

PERSI

Public Employee Retrement System of Idaho

39%

Neither
satisfied nor
dissatisfied

n=2

Somewhat
dissatisfied
n=4

Very
dissatisfied
n=5

Somewhat Very satisfied
satisfied n=11
n=6

Contacted VPA About Claim (Q6)

All members in the sample were asked
Q4, and a total of 28 answers were
collected (See Figure 1.4).

Overall, 39% were Very satisfied (n =
11), 21% were Somewhat satisfied (n =
6), 7% were Neither satisfied nor
dissatisfied (n = 2), 14% were
Somewhat dissatisfied (n = 4), and
18% were Very dissatisfied (n = 5) with
the service provided by VPA.

Respondents were asked to describe
why they responded to Q4 in an open-
ended response format (Q5).
Complete responses to Q5 are
provided in Appendix B (p. 83).

Q6: Did you call VPA about your disability claim?
FIGURE 1.5: Contacted VPA About Claim (Q6)

n=29
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All members in the sample were asked
Q6, and a total of 29 answers were
collected (See Figure 1.5).

79% indicated Yes (n = 23) and 21%
indicated No (n = 6) when asked whether
they had contacted VPA about their
disability claim.
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Satisfaction With Responsiveness of VPA (Q7)

Q7: How satisfied were you with the responsiveness of VPA in answering your disability claim questions?

FIGURE 1.6: Satisfaction with Responsiveness of VPA (Q7)

‘ e  Only those members who responded Yes to
Q ‘ Q6 were asked Q7, and a total of 23
n=23 PERSI answers were collected (See Figure 1.6).
100% Public Employee Retirement System of Idaho
® Overall, 48% were Very satisfied (n = 11),
80% 22% were Somewhat satisfied (n = 5), 4%
were Neither satisfied nor dissatisfied (n =
60% 5% 1), 9% were Somewhat dissatisfied (n = 2),
40 and 17% were Very dissatisfied (n = 4) with
0 the responsiveness of VPA.
20%
® The association between overall
0% satisfaction with PERSI (Q1) and
. Ve!'y S.Dmeyvhat I_\leither Sam.ewhat Very satisfied satisfaction with VPA'’s responsiveness
d'ss:i'sfec' d'ss:i'sgec' sc:::z;:ﬁ'g sa:iﬁg d n=m (Q7) was strong and positive (r = .92),

- indicating a direct linear relation between
these two satisfaction measures.

Understandability of Materials Provided by VPA (Q8)

Q8: How easy was it to understand the written materials provided by VPA for your disability claim?

FIGURE 1.7: Understandability of Materials Provided by VPA (Q8)

’ e  Only those members who responded Yes to
Q, . Q6 were asked Q8, and a total of 22
4 answers were collected (See Figure 1.7).
n=22 PERSL

100%

® Overall, 59% responded Very easy (n = 13),

80% 27% responded Somewhat easy (n = 6),
59%

9% responded Somewhat difficult (n = 2),
and 5% responded Very difficult (n = 1)
when asked about the understandability of
the written materials provided by VPA.

60%

40%

20%

® Respondents were asked to describe what
could be done to make the process better in
an open-ended response format (Q9).

0%

Very difficult Somewhat Somewhat easy Very easy . .
- difficult h=6 h=13 Comple_te responses to Q9 are provided in
n=2 Appendix B (p. 84).
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Disability Claim Outcome (Q10)

Q10: Was your disability claim approved or denied?

FIGURE 1.8: Disability Claim Outcome (Q10)

%

n=27 PERSI
1 00% Public Employee Retivement Systern of Idahe
80% 70%

60% -
40% -~
20% -
0% -

Approved Denied

n=19 h=8

Appealed Denied Claim (Q11)

All members in the sample were asked
Q10, and a total of 27 answers were
collected (See Figure 1.8).

70% indicated that their disability claim
was Approved (n = 19), and 30%
indicated that their disability claim was
Denied (n = 8).

Respondents whose disability claim was
Approved (mean = 4.53) were more
satisfied with PERSI overall (Q1)
compared to respondents who indicated
that their claim was Denied (mean =
2.00) [F (1,25) = 27.44, p < .05, eta’=
.52].

Q11: If your claim was denied, did you appeal?

FIGURE 1.9: Appealed Denied Claim (Q11)

"/
X
PERSI
100% Public Employee Reti of ldaho

80%

60%

40%

20%

0%

No
n=0

100%

Project: 2003 Member Transaction Surveys
Saved: March 18, 2004

Document: EE Transacation Report Q3 Q4 2003 Web (jh)

Only those members who had their
claims Denied (Q10) were asked Q11,
and a total of 8 answers were collected
(See Figure 1.9).

All members who had their disability
claims Denied appealed the decision (n
=8).
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PERSI Staff Explained Options (Q12)

Q12: If your claim was denied, did your PERSI Representative explain your other options to you?

FIGURE 1.10: PERSI Staff Explained Options (Q12)

Only those members who had their claims
Denied (Q10) were asked Q12, and a total
of 8 answers were collected (See Figure
1.10).

75% indicated that PERSI staff had
explained other options to them (n = 6),
and 25% indicated that PERSI staff had
not explained other options to them (n =
2).

Usefulness of Information When Approved and Working With PERSI To Finalize
Benefits (Q13)

Q13: If your claim was approved by VPA and you again started working with PERSI, how useful was the
information provided by your PERSI Representative on your benefit, taxes, and insurance?

FIGURE 1.11: Usefulness of Information When Approved and Working With PERSI to

Finalize Benefits (Q13)
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All members in the sample were asked
Q13, and a total of 11 answers were
collected (See Figure 1.11).

Overall, 36% indicated Very useful (n =
4), 55% indicated Somewhat useful (n
= 6), and 9% indicated Somewhat
useless (n = 1) when asked to evaluate
the usefulness of the information
provided by PERSI upon finalizing
benefits.
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Satisfaction With Claim Outcome (Q14)

Q14: How satisfied are you with the outcome of your disability claim?

FIGURE 1.12: Satisfaction With Claim Outcome (Q14)

’ e All members in the sample were asked
Q ’ Q14, and a total of 28 answers were
n=28 PERSI collected (See Figure 1.12).
1 00% Public Employes Retivement Systen of Idaho
80% e OQverall, 61% were Very satisf_iec_i (n=
61% 17), 21% were Somewha_t sat!sf!ed (n=
60% 6), and 18% were Very dissatisfied (n =
5) with the outcome of their disability
40% claim.
20% 18% _
e Respondents were asked to describe
0% _- , : : why they responded to Q14 in an open-
Very Somewhat Neither Somewhat Very satisfied ended response format (Q15).
diss:tis;ied diss:tis;ied n=0 sa:liiﬁgd n=17 Comp|ete responses to Q15 are

provided in Appendix B (p. 84).

e Respondents who's disability claim was denied (Q10) had reported lower ratings of satisfaction with
their claim outcome (mean = 2.25) compared to those respondents who's disability claim was approved
(mean = 4.84) LF(l, 25) = 39.36, p < .05, eta® = .61]. This result was considerably robust, as evidenced
by the high eta“ statistic (.61). The interpretation of this statistic is that approximately 60% of the
variance in respondents’ satisfaction with the claim outcome (Q14) was accounted for by the nature of
the claim outcome (Q10) itself.

Number of Times PERSI Staff Contacted (Q16)

Q16: How many times did you contact PERSI staff regarding your disability claim?

o All members in the sample were asked Q16, and a total of 22 answers were collected. The responses
ranged from O to 8 contacts, with the average number of contacts at 2.8.

e The association between overall satisfaction with PERSI (Q1) and number of contacts with PERSI staff
(Q16) was weak and close to zero (r = -.08), indicating little relation, if any, between these two
measures.

Number of Times VPA Staff Contacted (Q17)

Q17: How many times did you contact VPA staff regarding your disability claim?

o All members in the sample were asked Q17, and a total of 23 answers were collected. The responses
ranged from O to 12 contacts, with the average number of contacts at 2.8.

e The association between overall satisfaction with PERSI (Q1) and number of contacts with VPA staff
(Q17) was moderately weak and negative (r = -.37), indicating a weak, inverse relation between these
two measures.
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Perceived Time Required For Claim Resolution (Q18)

Q18: How much time elapsed between the initiation of your disability claim with PERSI and its resolution

with VPA?

FIGURE 1.13: Perceived Time Required for Claim Resolution (Q18)

o%

n=25 PERSI
100% Public: Emploee Retirement System of Idaho
80%
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Read PERSI Disability Information (Q19)

All members in the sample were asked
Q18, and a total of 25 answers were
collected (See Figure 1.13).

Overall, 4% responded Within a month
(n = 1), 28% responded Within three
months (n = 7), 52% responded Within
six months (n = 13), and 16%
responded More than six months (n =
4).

Q19: Did you read any PERSI information on disability?

FIGURE 1.14: Read PERSI Disability Information (Q19)

Project: 2003 Member Transaction Surveys
Saved: March 18, 2004
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All members in the sample were asked Q19,
and a total of 28 answers were collected (See
Figure 1.14).

79% indicated Yes (n = 22) and 21%
indicated No (n = 6) when asked whether
they had read any disability information
provided by PERSI.

Although respondents who had read
information (mean = 3.82) had a higher
average level of satisfaction with PERSI
overall (Q1) compared to respondents who
did not read any material (mean = 3.67), the
difference was not statistically significant [F
(1,26) = 0.04, p > .05, eta’= .00].
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Type of PERSI Disability Information Read (Q20)

Q20: What PERSI disability-related information did you read?

FIGURE 1.15: Type of PERSI Disability Information Read (Q20)

R e  Only those members who indicated that
they had read PERSI disability

n=21 L . information (Q19) were asked Q20, and
Handbook a total of 21 answers were collected
n=17 81% (See Figure 1.15).

Brochure

o 6% e Overall, 81% indicated they had read

information from the Handbook (n = 17),

PERS| Website 76% indicated they had read information

h=3 from a Brochure (n = 16), 14% indicated
that they had read information on the
Other 10k PERSI website (n = 3), and 10%
n=2 (]

indicated they had read information
' ' ' ' through some Other source (n = 2).
0% 20% 40% 60% 80% 100%

Usefulness of PERSI Disability Information (Q21)

Q21: How useful was this information?

FIGURE 1.16: Usefulness of PERSI Disability Information (Q21)

®  Only those members who indicated that they

Q’. had read PERSI disability information (Q19)
were asked Q21, and a total of 21 answers

n=21 PERSI were collected (See Figure 1.16).

1 00% Public Employee Retirement System of Idaho

80% ® Overall, 38% found the information Very
useful (n = 8), 43% found the information
60% Somewhat useful (n = 9), 14% found the
43% information Somewhat useless (n = 3), and

38% 5% found the information Very useless (n =
1).

40%

20%
5% ® Respondents were asked to describe why
they responded to Q21 in an open-ended
Very useless Somewhat  Somewhatuseful  Very useful response format (Q22). Complete
ROt s RO moE responses to Q22 are provided in Appendix

n=3 B (p. 85).

0% -
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Accessed VPA Internet Site (Q23)

Q23: Did you access VPA's Internet site to look up the status of your claim?

FIGURE 1.17: Accessed VPA Internet Site (Q23)

e All members in the sample were asked
Q23, and a total of 28 answers were
collected (See Figure 1.17).

e 149% responded Yes (n = 4) and 86%
responded No (n = 24) when asked if
they had access the VPA Internet site to
look up the status of their disability claim.

Ease of Finding Information On VPA Internet Site (Q24)

Q24: How easy was it to find the information you wanted?

FIGURE 1.18: Ease of Finding Information on VPA Internet Site (Q24)

‘ e Only those members who indicated that
’, {3 they had accessed the VPA Internet site
(Q23) were asked Q24, and a total of 4
100% vuernE‘BS)[um answers were collected (See Figure
1.18).
80%
60% e 25% indicated Very easy (n = 1), 50%
indicated Somewhat easy (n = 2) and
40% 25% indicated Neither easy nor difficult
20% (n = 1) when asked to evaluate the
difficulty of finding information on the
0% ‘ - - VPA Internet Site.
Information Very Somewhat  Neither Somewhat Very easy
not found difficult difficult easy hor easy n=1
n=0 n=0 n=0 difficult n=2
n=1
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Usefulness of Information On VPA Internet Site (Q25)

Q25: How useful was the information on the VPA website?

FIGURE 1.19: Usefulness of Information on VPA Internet Site (Q25)

‘ e  Only those members who indicated that
Q . they had accessed the VPA Internet site
n=4 PERSI (Q23) were asked Q25, and a t_otal of 4
100% Public Empioyes Retvemen Sy of o answers were collected (See Figure
1.19).
80%
60% e 25% indicated Very easy (nh = 1), 25%
° >U7 indicated Somewhat easy (n = 1), and
40% 50% indicated Neither easy nor difficult
25% 25% (n = 2) when asked to evaluate the
20% usefulness of the information on the
VPA Internet Site
0% . .
Information Very useless Somewhat Somewhat  Very useful
not found n=0 useless useful n=1
n=0 n=2 n=1

Additional Comments (Q26)

Q26: Are there any additional comments you would like to make about your disability retirement
experience?

e All members in the sample were asked Q26, and a total of 17 answers were collected.

e A complete listing of responses to Q26 is presented in Appendix B (p. 85 - 86).
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Choice Plan Loan Process Satisfaction Survey

The sample frame for the Choice Plan Loan Process Satisfaction Survey included all
PERSI members who had initiated a Choice Plan loan transaction during the third and
fourth quarters of 2003 (July through December).

A total of 83 unduplicated sample records were provided to Clearwater Research across
both data collection waves, and a census of these records was attempted. 31 completed
surveys were returned by mail, yielding an overall response rate of 37%. The response
rate for Wave 1 was 34% (17 of 50), and the response rate for Wave 2 was 42% (14 of
33).

Overall Satisfaction with PERSI (Q1)

Q1: Consider your experiences with the Public Employee Retirement System of Idaho (PERSI) throughout
the entire year. How satisfied or dissatisfied overall are you with PERSI?

FIGURE 2.1: Overall Satisfaction with PERSI (Q1)

’ e All members in the sample were asked
0 Q1, and a total of 31 answers were
n=3 PERS collected (See Figure 2.1).
1 00% Public Empl --L‘:RL:..v.-.| T System of Idahe
81% e Overall, 81% were Very satisfied (n =

80%

25), 16% were Somewhat satisfied (n =
5), and 3% were Somewhat dissatisfied
(n = 1) with PERSI overall.

60%

40%

20%

3%

0% -

Very Somewhat Neither Somewhat Very satisfied
dissatisfied dissatisfied n=0 satisfied n=25
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Satisfaction With Loan Process (Q2)

Q2: Consider all of your experiences with PERSI regarding your Choice Plan loan. How satisfied or
dissatisfied overall are you with the loan process?

FIGURE 2.2: Satisfaction with Loan Process (Q2)

’ e All members in the sample were asked

¢ 0 Q2, and a total of 31 answers were
n=3 PERSI collected (See Figure 2.2).

1 00% Puhlic Employee Retrement System of Idaho

o 68% were Very satisfied (n = 21), 26%
were Somewhat satisfied (n = 8), and
6% were Somewhat dissatisfied (n = 2)
with the Choice Plan loan process.

U0 68%

60%

40%

e Respondents were asked to describe
why they responded to Q2 in an open-
ended response format (Q3). Complete

Very Somewhat Neither Somewhat Very satisfied responses to Q3 are provided in

dissatisfied  dissatisfied n=0 satisfied n=21 Appendix B (p 87)_
h=0 h=2 n=8

20%

6%

0% -

Number of Times PERSI Staff Contacted (Q4)

Q4: How many times did you contact PERSI staff regarding your Choice Plan loan?

e All members in the sample were asked Q4, and a total of 31 answers were collected. The responses
ranged from O to 4 contacts, with the average number of contacts at 1.6.

e The association between overall satisfaction with PERSI (Q1) and number of contacts with PERSI staff
(Q4) was weak and close to zero (r = -.03), indicating little relation, if any, between these two measures.
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Satisfaction With Service Provided by PERSI (Q5)

Q5: How satisfied or dissatisfied are you with the assistance you received from PERSI staff?

FIGURE 2.3: Satisfaction with Service Provided by PERSI (Q5)

e All members in the sample were asked
Q” Q5, and a total of 27 answers were
(0 collected (See Figure 2.3).
n=27 PERSI
1 00% Public Employee Retrement System of ldaho . ) ]
8% e Overall, 78% were Very satisfied (n =
80% 21), 11% were Somewhat satisfied (n =
60% 3), and 11% were Neither satisfied nor
dissatisfied (n = 3) with the assistance
40% provided by PERSI to complete the loan
20% 11% 11% process.
0% . .
Very Somewhat Neither Somewhat Very satisfied
dissatisfied dissatisfied satisfied nor satisfied n=21
n=0 n=0 dissatisfied n=3
n=3

Usefulness of Information Provided by PERSI (Q6)

Q6: How useful was the information you received from PERSI staff regarding your Choice Plan loan?

FIGURE 2.4: Usefulness of Information Provided by PERSI (Q6)

‘ e All members in the sample were asked
Q ’ Q6, and a total of 26 answers were
5 collected (See Figure 2.4).
n=26 PERSI ( g )
100% Public Employee Retirement System of Idaho 770/
? e Overall, 77% responded Very useful (n
80% = 20), 19% responded Somewhat useful
o (n =5), and 4% responded Neither
: useful nor useless (n = 1) when asked
40% to evaluate the usefulness of the Choice
199 Plan loan information provided by
20% i PERSI.
4%
0% . .
Very useless Somewhat Neither useful Somewhat  Very useful
n=0 useless nor useless useful n=20
n=0 n=1 n=5
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Number of Times Mellon Staff Contacted (Q7)

Q4: How many times did you contact Mellon staff regarding your Choice Plan loan?

e All members in the sample were asked Q7, and a total of 29 answers were collected. The responses
ranged from 0 to 4 contacts, with the average number of contacts at 1.1.

e The association between overall satisfaction with PERSI (Q1) and number of contacts with Mellon staff
(Q7) was moderate and negative (r =-.38), indicating a minor inverse relation between these two
measures.

Satisfaction With Service Provided by Mellon (Q8)

Q8: How satisfied or dissatisfied are you with the assistance you received from Mellon staff?

FIGURE 2.5: Satisfaction with Service Provided by Mellon (Q8)

o All members in the sample were asked Q8,

‘ and a total of 25 answers were collected
Q ‘ (See Figure 2.5).
100% n=25 Public p‘PI‘{:RSI o o ® Overall, 60% were Very satisfied (n = 15),
24% were Somewhat satisfied (n = 6), 8%
80% were Neither satisfied nor dissatisfied (n =
60% 2), 4% were Somewhat dissatisfied (n = 1),
60% and 4% were Very dissatisfied (n = 1) when
asked to evaluate the service provided by
40% Mellon.
20%

® The association between overall satisfaction
with PERSI (Q1) and satisfaction with Mellon

0%

Very Somewhat Neither Somewhat Very satisfied (Q8) was moderate and positive (r = .65),
dissatisfied dissatisfied satisfied nor  satisfied n=15 indicating a linear, positive relation between
n=1 n=1 dissatisfied n=6 these two measures (i.e., as satisfaction

n=2 increased with the service provided by

Mellon, overall satisfaction increased).
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Usefulness of Information Provided by Mellon (Q9)

Q9: How useful was the information you received from Mellon staff regarding your Choice Plan loan?

FIGURE 2.6: Usefulness of Information Provided by Mellon (Q9)
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Ease of Submitting Request to Mellon (Q10)

All members in the sample were asked
Q9, and a total of 25 answers were
collected (See Figure 2.6).

Overall, 56% replied Very useful (n =
14), 32% replied Somewhat useful (n =
8), and 12% replied Neither useful nor
useless (n = 3), when asked to
evaluate the usefulness of the Choice
Plan loan information provided by
Mellon.

Q10: How easy was it to submit your Choice Plan loan request to Mellon?

FIGURE 2.7: Ease of Submitting Request to Mellon (Q10)

e
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All members in the sample were asked
Q10, and a total of 31 answers were
collected (See Figure 2.7).

Overall, 84% responded Very easy (n =
26), 10% responded Somewhat easy (n
= 3), and 6% responded Somewhat
difficult (n = 2) when asked to evaluate
the ease of submitting their Choice Plan
loan request to Mellon.
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Perceived Time Required for Loan (Q11)

Q11: How much time elapsed between the initiation of your Choice Plan loan with Mellon and its payment?

FIGURE 2.8: Perceived Time Required for Loan (Q11)
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Reasons For Taking a Choice Plan Loan (Q12)

All members in the sample were asked
Q11, and a total of 29 answers were
collected (See Figure 2.8).

Overall, 7% responded Within a week (n
= 2), 38% responded Within two weeks
(n = 11), 38% responded Within a
month (n = 11), and 17% responded
More than a month (n = 5) when asked
how much time elapsed between
submission of the loan request and its
payment.

Q12: Why did you take a Choice Plan loan?

FIGURE 2.9: Reasons for Taking a Choice Plan Loan (Q12)
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All members in the sample were asked
Q12, and a total of 17 answers were
collected (See Figure 2.9).

Overall, 55% responded Other (n = 17),
26% responded Home Improvement (n
= 8), 13% responded Medical (n = 1),
and 10% responded Vacation (n = 3)
when asked why they chose to take a
Choice Plan loan.

Responses to Other are presented in
Appendix B (p. 86).
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Accessed Choice Plan Account Through Internet (Q13)

Q13: Do you access your Choice Plan account on the Internet?
FIGURE 2.10: Accessed Choice Plan Account Through Internet (Q13)
e All members in the sample were asked

Q13, and a total of 31 answers were
collected (See Figure 2.10).

n=3

e 73% responded Yes (n = 22) and 27%
responded No (n = 9) when asked if
they had accessed their Choice Plan
through the Internet.

Frequency of Internet Access (Q14)

Q14: Which of the following best describes how frequently you access your Choice Plan account on the
Internet?

FIGURE 2.11: Frequency of Internet Access (Q14)

’ e Only those respondents who indicated
¢ 0 that they had accessed their account
n=22 " PERSI through the Internet (Q13) were asked
100% Pulsc Esnpiojes Retrement Systens of o Q14, and a total of 22 answers were
collected (See Figure 2.11).
80%
60% e 9% replied Once a day (n = 2), 18%
45% replied Once a week (n = 4), 45%
40% replied Once a month (n = 10), 18%
replied Once every 6 months (n = 4),
20% and 9% replied Once a year (n = 2)
0 when asked how frequently they had
o

accessed their Choice Plan account on

Once aday Onceaweek Once amonth Once every6 Once ayear
the Internet.

n=2 n=4 n=10 months n=2
n=4
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Accessed Choice Plan Account Through Phone System (Q15)

Q15: Do you access your Choice Plan account via the toll-free automated phone system?

FIGURE 2.12: Accessed Choice Plan Account Through Phone System (Q15)

h=30

Frequency of Phone Access (Q16)

All members in the sample were asked
Q16, and a total of 30 answers were
collected (See Figure 2.12).

23% responded Yes (n =7) and 77%
responded No (n = 23) when asked if
they had accessed their Choice Plan
through the toll-free automated phone
system.

Q16: Which of the following best describes how frequently you access your Choice Plan account via the
automated phone system?

FIGURE 2.13: Frequency of Phone Access (Q16)
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Only those respondents who indicated
that they had accessed their account
through the automated phone system
(Q15) were asked Q16, and a total of 5
answers were collected (See Figure
2.13).

20% replied Once a day (n = 1), 20%
replied Once a month (n = 1), 20%
replied Once every 6 months (n = 1),
and 40% replied Once a year (n = 2),
when asked how frequently they had
accessed their Choice Plan account
through the automated phone system.
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Preference of Accessing Choice Plan Account Information (Q17)

Q17: If you have used both methods of acquiring your Choice Plan account information, could you describe
why you prefer one method over the other?

e Only those members who had indicated accessing their Choice Plan account information through both
the Internet (Q13) and the automated phone system (Q15) were asked Q17, and a total of 3 answers
were collected.

e A complete listing of responses to Q17 is presented in Appendix B (p. 88).

How Loan Was Initiated (Q18)

Q18: Did you initiate your loan via the Internet or by phone?

FIGURE 2.14: How Loan Was Initiated (Q18)

e All members in the sample were asked
Q18, and a total of 31 answers were
collected (See Figure 2.14).

nh=31

e 35% indicated that they initiated their loan
through the Phone (n = 11), and 65%
indicated that they initiated their loan
through the Internet (n = 20).

27

Project: 2003 M ber T ti S
Clearwater

Document: EE Transacation Report Q3 Q4 2003 Web (jh) Research, Inc.



Ease of Loan Process (Q19)

Q19: How easy was it to complete the loan process?

FIGURE 2.15: Ease of Loan Process (Q19)

’ e All members in the sample were asked
Q . Q19, and a total of 31 answers were
y collected (See Figure 2.15).

100% Public Employ

® Overall, 74% responded Very easy (n =
80% 74% 23), 19% responded Somewhat easy (n =
6), 3% responded Neither easy nor

60% difficult (n = 1), and 3% responded
Somewhat difficult (n = 1) when asked to

40% evaluate the ease of completing the loan
process.

20%

® Respondents were asked to describe why
] ) they responded to Q19 in an open-ended
Very difficult Somewhat Neither easy Somewhat Very easy f 20). C let
n=0 difficult nor difficult easy n=23 response format (Q20). (_)mp e e
n=1 n=1 n=6 responses to Q20 are provided in
Appendix B (p. 89).

0% -

Read Additional Choice Plan Loan Information (Q21)

Q21: Have you read any additional material on Choice Plan loans?

FIGURE 2.16: Read Additional Choice Plan Loan Information (Q21)

e All members in the sample were asked
Q21, and a total of 31 answers were
collected (See Figure 2.16).

e Overall, 48% responded Yes (n = 15) and
52% responded No (n = 16) when asked
whether they had read any additional
PERSI information on Choice Plan loans.
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Additional Information Resources Used (Q22)

Q22: Which of the following resources did you use?

FIGURE 2.17: Additional Information Resources Used (Q22)

’ e Only those respondents who indicated
Q ‘ that they had read additional PERSI
"D Q =15 materials (Q21) were asked Q22, and a
Pubiic FPERS] n total of 15 answers were collected (See
PERSI Website Figure 2.17).
n=12 80%
® Overall, 80% responded PERSI Website
PERSI Handbook (n =12), 67% responded PERSI
n=10 Handbook (n = 10), and 33% responded
Brochure (n = 5) when asked to identify
Br‘ﬁ‘;‘re what additional resources they had used.
- ® Hence, all respondents read the Brochure,
n=0 almost all accessed information on the
| | | | PERSI Website, and slightly more than
0% 20% 40% 60% 80% 100% half read the PERSI Handbook.
Ease of Finding Information (Q23)
Q23: How easy was it to find the information you wanted?
FIGURE 2.18: Ease of Finding Information (Q23)
e Only those respondents who indicated
Q‘. that they had read additional PERSI
y materials (Q21) were asked Q23, and a
100% 15 __PERSI total of 15 answers were collected (See
L E———— Figure 2.18).
80%

b e Overall, 67% responded Very easy (n =
60% 10), 13% responded Somewhat easy (n
= 2), 13% responded Neither easy nor

— difficult (n = 2), and 7% responded
20% 13% 139% Somewhat difficulty (n = 1) when asked
1% to evaluate the ease of finding additional
0% - information about Choice Plan loans.
Very difficult Somewhat Nelthereasy Somewhat Very easy
n=0 difficult nor difficult easy n=10
n=1 n=2 n=2
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Usefulness of Information (Q24)

Q24: How useful was the information you found?

FIGURE 2.19: Usefulness of Information (Q24)

’ e Only those respondents who indicated
X that they had read additional PERSI
n=15 PERSI materials (Q21) were asked Q24, and a
100% R P I DXL total of 15 answers were collected (See
e 720, Figure 2.19).
60% e OQverall, 73% replied Very useful (n =
11) and 27% replied Somewhat useful
40% (n = 4) when asked to evaluate the
20% usefulness of additional information
: about Choice Plan loans.
0% ‘
Very useless Somewhat Somewhat Very useful
n=0 useless useful n=11
n=0 n=4

How Information Made More Useful (Q25)

Q25: What, if anything, would have made this information more useful?

e Only those respondents who indicated that they had read additional PERSI materials (Q21) were asked
to describe what could be done to make this additional information about Choice Plan loans more
useful (Q25). A total of 3 answers were collected.

e Complete responses to Q25 are provided in Appendix B (p. 90).
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Intend to Contribute to Choice Plan (Q26)

Q26: Once your loan is repaid, do you plan on contributing to the Choice Plan again?

FIGURE 2.20: Intend to Contribute to Choice Plan (Q26)

e All members in the sample were asked
Q26, and a total of 31 answers were
collected (See Figure 2.20).

e 97% responded Yes (n = 30) and 3%
responded No (n = 1) when asked
whether they planned on contributing to
the Choice Plan again.
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Retirement Satisfaction Survey

The sample frame for the Retirement Satisfaction Survey included all PERSI members
who had initiated a retirement transaction in the third and fourth quarters of 2003 (July
through December).

A total of 880 unduplicated sample records were provided to Clearwater Research, and a
census of these records was attempted. 452 completed surveys were returned by mail,
yielding an overall response rate of 52%. The response rate for Wave 1 was 51% (313 of
609), and the response rate for Wave 2 was 52% (139 of 271).

Satisfaction with Retirement Process (Q1)

Q1: Consider your experiences with the Public Employee Retirement System of Idaho (PERSI) throughout
the entire retirement process. How satisfied or dissatisfied overall are you with the retirement process?

FIGURE 3.1: Overall Satisfaction with PERSI (Q1)

® All members in the sample were asked Q1,
Q’" and a total of 432 answers were collected
¥ (See Figure 3.1).
100% 85% ® Overall, 85% were Very satisfied (n = 366),
80% 12% were Somewhat satisfied (n = 53), 2%
were Neither satisfied nor dissatisfied (n =
60% 8), 1% were Somewhat dissatisfied (n = 4),
and <1% were Somewhat dissatisfied (n =
40% 1) with PERSI.
20% 12%,
<1% 1% 2% ® Respondents were asked to describe why
0% . . . they responded to Q1 in an open-ended
Very Somewhat Neither Somewhat Very satisfied response format (Q2). Complete responses
dissatisfied dissatisfied satisfied nor satisfied n =366 to Q2 are provided in Appendix B (p_ 91-
n=1 n=4 dissatisfied n=53 100).
n=8
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Number of Times PERSI Staff Contacted (Q3)

Q3: How many times did you contact PERSI staff regarding your Choice Plan loan?

FIGURE 3.2: Number of Times PERSI Staff Contacted (Q3)

PERSI

%

Public Employee Retirement System of Idahe

50%

31%

2% 2%

1%

0 1 2 3 4 5 6 7 g 10 12
n=7 n=33 n=9 n=127 n=5%1 n=3% n=32 n=3 n=7 n=7 n=3

1% <1%

Requested Retirement Estimate (Q4)

All members in the sample were asked
Q3, and a total of 408 answers were
collected (See Figure 3.2). The
responses ranged from O to 15
contacts, with the average number of
contacts at 3.4.

The association between overall
satisfaction with PERSI (Q1) and
number of contacts with PERSI staff
(Q3) was weak and close to zero (r = -
.06), indicating little relation, if any,
between these two measures.

Q4: Did you request retirement estimates from PERSI?

FIGURE 3.3: Requested Retirement Estimates (Q4)
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All members in the sample were asked
Q4, and a total of 446 answers were
collected (See Figure 3.3).

86% responded Yes (n = 385) and 14%
responded No (n = 61) when asked if they
had requested retirement estimates from
PERSI staff.
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Number of Retirement Estimates Requested (Q5)

Q5: How many retirement estimates did you request?

FIGURE 3.4: Requested Retirement Estimates (Q5)

e Only those respondents who indicated
Q’” that they had requested a retirement
estimate (Q4) were asked Q5, and a
, - ‘IP}:;R‘SI_. total of 364 answers were collected
30% I —— (See Figure 3.4). The responses
ranged from 1 to 12 requests, with the
average number of requests at 2.0.

e The association between overall
satisfaction with PERSI (Q1) and
number of requests (Q5) was weak and
slightly negative (r = -.18), indicating a

1% <19 <1% <1% small inverse relation, if any, between
- - these two measures.

1 2 3 4 5
n=150 n=132 n=46 n=22 n=

9 12

When Retirement Estimates Requested (Q6)

Q6: Over what time period did you request your retirement estimate(s)?

FIGURE 3.5: When Retirement Estimates Requested (Q6)

’ e All members in the sample were asked
Q, . Q6, and a total of 364 answers were

7 PERSI N collected (See Figure 3.5).

100% fuoke
e Overall, 24% indicated Within 3 months
80% of retirement (n = 89), 30% indicated
60% Within 6 months of retirement (n = 109),
24% indicated Within 1 year of
40% 248 30% retirement (n = 88), and 21% indicated
24%, 21% Within 2 years of retirement (n = 78)

20% - when asked when they had made their
retirement estimate request.
0% -

Within 3 months  Within 6 months  Within 1 year of Within 2 years of
of retirement of retirement retirement retirement
n=89 n=109 n=88 n=78
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Received Retirement Counseling From PERSI (Q7)

Q7: Did you receive retirement counseling from a PERSI Member Representative?

FIGURE 3.6: Received Retirement Counseling From PERSI (Q7)

® All members in the sample were asked Q7,
and a total of 439 answers were collected
(See Figure 3.6).

n=439

® 50% responded Yes (n = 218) and 50%
responded No (n = 221) when asked if they
had received retirement counseling from a
PERSI Member Representative.

® Respondents who had received counseling
(mean = 4.87) had a slightly higher average
level of satisfaction with PERSI overall (Q1)
compared to respondents who did not have
counseling (mean = 4.74), but the difference
was not statistically significant [F (1, 420) =
5.78, p > .05, eta’= .01].

Counsel From PERSI Member Representative (Q8)

Q8: From which PERSI Member Representative did you receive counseling?

e Only those members who indicated that they had received retirement counseling from a PERSI
Member Representative (Q7) were asked Q8, and a total of 170 answers were collected.

e Complete responses to Q8 are provided in Appendix B (p. 100-104).
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How Contacted PERSI Member Representative (Q9)

Q9: How did you contact the PERSI Member Representative?
FIGURE 3.7: How Contacted PERSI Member Representative (Q9)

‘ e Only those members who indicated that

Q, . they had received retirement counseling

= . from a PERSI Member Representative
n =268 )

100% MPERMI (Q7) were asked Q9, and a total of 268

answers were collected (See Figure

3.7).

80%

60% e OQverall, 72% responded Phone (n =
156), 41% responded In-person (n =
88), and 11% responded Other (n = 24)
when asked how they had contacted

their PERSI Member Representative.

40%

20%

0% - e Complete responses to the Other
response category are provided in

Appendix B (p. 104-105).

Other In-person Phone
n=24 n=88 n=156

Length of Meeting With PERSI Member Representative (Q10)

Q10: Approximately how long did you meet with the PERSI Member Representative?

FIGURE 3.8: Length of Meeting With PERSI Member Representative (Q10)

‘ e Only those respondents who indicated
Q ’ that they had met with a PERSI Member
: Representative (Q9) were asked Q10,
100% WPERSII and a total of 198 answers were
collected (See Figure 3.8). The
80% responses ranged from 0 to 120
minutes, with the average meeting
60% lasting 33 minutes.
Q
40% 21% U7 20% e The association between overall
20% | 159 9 satisfaction with PERSI (Q1) and the
-i-i- length of meeting with a PERSI Member
0% - Representative (Q10) was weak and

10 minutes or 11. to 20 21. to 30 31. to 45 48 minutes or slightly positive (I’ - .08), indicating Iittle,
less minutes minutes minutes more . .
h=42 n=30 n=59 n=27 n=d40 if any, relation between these two
measures.
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Satisfaction With Retirement Counseling (Q11)

Q11: How satisfied are you with the retirement counseling you received?

FIGURE 3.9: Satisfaction With Retirement Counseling (Q11)

e Only those respondents who indicated
Q’” that they had met with a PERSI Member
(0 Representative (Q9) were asked Q11,
100% ,l,,,l)I;R%l, and a total of 212 answers were
86% collected (See Figure 3.9).
80%
60% e OQverall, 86% were Very satisfie_d _(n =
182), 10% were Somewhat satisfied (n
40% = 22), 3% were Neither satisfied nor
dissatisfied (n = 6), and 1% were
20% R - 0% Somewhat dissatisfied (n = 2) with the
0% . 1 . — retirement counseling they received
Very Somewhat Neither Somewhat Very satisfied from PERSI.
dissatisfied dissatisfied satisfied nor satisfied n=182
n=0 n=2 dissatisfied n=22
n=6

Usefulness of Retirement Planning Information (Q12)

Q12: How useful was the information provided by the PERSI Representative in planning for your
retirement?

FIGURE 3.10: Usefulness of Retirement Planning Information (Q12)

’ e  Only those respondents who indicated
Q, ‘ that they had met with a PERSI Member
= . Representative (Q9) were asked Q12,
n=214
100% ....P}K:RS[. and a total of 214 answers were
85% collected (See Figure 3.10).
80%
60% e OQverall, 85% replied Very useful (n =
182), 14% replied Somewhat useful (n =
40% 30), and 1% replied Somewhat useless
(n = 2) when asked to evaluate the
20% 14%, usefulness of the retirement counseling
o 1% they received from PERSI.
(] T T
Very Useless Somewhat Somewhat useful Very useful
n=0 useless n=30 n=182
n=2
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Delayed Retirement Based On Information (Q13)

Q13: Did you delay retirement at all based on the information you received from the PERSI Representative?

FIGURE 3.11: Delayed Retirement Based On Information (Q13)

e Only those respondents who indicated
that they had met with a PERSI Member
Representative (Q9) were asked Q13,
and a total of 207 answers were collected
(See Figure 3.11).

n =207

e 149% responded Yes (n = 28) and 86%
responded No (n =179) when asked if
they had delayed retirement based on the
information provided by the PERSI
Member Representative.

Confidence In Understanding Retirement Options (Q14)

Q14: How confident are you that you understand all of the retirement options available?

FIGURE 3.12: Confidence In Understanding Retirement Options (Q14)

‘ e All members in the sample were asked
Q 0 Q14, and a total of 44 answers were

PERSI collected (See Figure 3.12).

100% Public: Emploee Retirement System of Idaho

e OQverall, 55% were Very confident (n =
245), 36% were Somewhat confident (n

60% 55% =161), 8% Somewhat confident (n =

34), and 1% were Not at all confident (n

80%

40% = 4) with their knowledge of the
retirement options available from
20% PERSI.
0% -
Not at all Somewhat Confident Very confident
confident confident n=-161 n=245
n=4 n=34
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Reasons For Choosing Retirement Option (Q15)

Q15: Why did you choose the retirement option that you did?

e All members in the sample were asked Q16, and a total of 381 answers were collected.

e Complete responses to Q15 are provided in Appendix B (p. 105-114).

Ease Of Completing Retirement Application (Q16)

Q16: How easy was it to complete your retirement application?

FIGURE 3.13: Ease of Completing Retirement Application (Q16)

%
_PERSI

100% Public e Retirement System of Kaho
80%
60%
40%
209
& . 7%
< 1% 2%
0% . .
Very difficult Somewhat Neither easy Somewhat
n=1 difficult nor difficult
n=9 n=29
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All members in the sample were asked Q16,
and a total of 446 answers were collected
(See Figure 3.13).

Overall, 63% replied Very easy (n = 282),
28% replied Somewhat easy (n = 125), 7%
replied Neither easy nor difficult (n = 29), 2%
replied Somewhat difficult (n = 9), and <1%
replied Very difficult (n =1) when asked to
evaluate the ease of completing the
retirement application.

Respondents were asked to describe why
they responded to Q16 in an open-ended
response format (Q17). Complete
responses to Q17 are provided in Appendix
B (p. 114-122).

39
Clearwater

Research, Inc.



Usefulness of Retirement Information (Q18)

Q18: How useful was the information provided by PERSI to complete your retirement?

FIGURE 3.14: Usefulness of Retirement Information (Q18)

100%
80%
60%
40%
20%

0%

85%
14%
<1% <1%
Very useless Somewhat Somewhat useful Very useful
n=1 useless n=63 n=376
n=2

Read Additional Retirement Information (Q19)

All members in the sample were asked Q18,
and a total of 442 answers were collected
(See Figure 3.14).

Overall, 85% replied Very useful (n = 376),
14% replied Somewhat useful (n = 63), <1%
replied Somewhat useless (n = 2), and <1%
replied Very useless (n = 1) when asked to
evaluate the usefulness of the information
provided by PERSI.

The association between overall satisfaction
with PERSI (Q1) and usefulness of
retirement information (Q18) was moderate
and positive (r = .42), indicating a positive,
linear relation between these two measures.

Q19: Did you read any additional information provided by PERSI about the retirement process and options?

FIGURE 3.15: Read Additional Retirement Information (Q19)

h =437
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All members in the sample were asked
Q19, and a total of 437 answers were
collected (See Figure 3.15).

69% responded Yes (n = 300) and 31%
responded No (n =137) when asked if
they had read any additional information
about retirement from PERSI.
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How Accessed Additional Retirement Information (Q20)

Q20: Where did you read this PERSI retirement information?

FIGURE 3.16: How Accessed Additional Retirement Information (Q20)

%
PERSI

100%

80%

Public: Emploee Retirement Syster of Idaho

60%

40%

20% -

0% -
Other
n=4

PERSI Website
n=106

Brochure
n=183

80%

Handbhook
n=238

Only those respondents who indicated
reading additional PERSI retirement
information were asked Q20, and a total of
298 answers were collected (See Figure
3.16).

Overall, 80% responded Handbook (n =
238), 61% responded Brochure (n = 183),
36% responded PERSI Website (n = 106),
and 15% responded Other (n = 44) when
asked to identify what additional PERSI
retirement resources they had read.

Complete responses to the Other response
category are provided in Appendix B (p. 122-
123).

Usefulness of Additional Retirement Information (Q21)

Q21: How useful was this information?

FIGURE 3.17: Usefulness of Additional Retirement Information (Q21)

100%

o

LERS]

Public Employee Retiremen

ystem of Idaho

80%
60%

40%

20%

0%

<1%

n=0

Very useless
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useless
n=1

Somewhat
useful
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Only those respondents who indicated
reading additional PERSI retirement
information were asked Q21, and a total of
298 answers were collected (See Figure
3.17).

Overall, 72% replied Very useful (n = 216),
27% replied Somewhat useful (n = 81), and
< 1% replied Somewhat useless (n = 1)
when asked to evaluate the usefulness of
additional PERSI retirement information.

Respondents were asked to offer
suggestions to improve the additional
retirement information in an open-ended
response format (Q22). Complete
responses to Q22 are provided in Appendix
B (p. 124-126).
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Attended Pre-Retirement Workshop (Q23)

Q23: Did you attend a PERSI 505 Pre-Retirement Workshop?

FIGURE 3.18: Attended Pre-Retirement Workshop (Q23)

n=443

When Workshop Attended (Q24)

All members in the sample were asked
Q23, and a total of 443 answers were
collected (See Figure 3.18).

34% responded Yes (n = 152) and 66%
responded No (n =291) when asked if
they had attended a pre-retirement
workshop offered by PERSI.

Q24: How long before retirement did you attend the workshop?

FIGURE 3.19: When Workshop Attended (Q24)
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Public Employe
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40%

20% -
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Only those respondents who indicated
that they had attended a pre-retirement
workshop (Q23) were asked Q24, and a
total of 145 answers were collected
(See Figure 3.19).

Overall, 14% indicated Within 6 months
of retirement (n = 20), 28% indicated
Within a year of retirement (n = 40),
22% indicated Within two years of
retirement (n = 32), and 37% indicated
Within 3 years or more of retirement (n
= 53) when asked when they had
attended the pre-retirement workshop.
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Usefulness of Workshop (Q25)

Q25: How useful was the information provided in the workshop for your retirement planning?

FIGURE 3.20: Usefulness of Workshop (Q25)

‘ ®  Only those respondents who indicated that
Q, ‘ they had attended a pre-retirement

_— workshop (Q23) were asked Q25, and a total
= >
100% e ERSL of 152 answers were collected (See Figure
’ : 3.20).

80%

63% ® Overall, 63% replied Very useful (n = 96),
36% replied Somewhat useful (n = 54), and
1% replied Somewhat useless (n = 2) when
asked to evaluate the usefulness of
information provided at the pre-retirement
workshop.

60%

40%

20%

1%

0% ‘ ® Respondents were asked why they had
Very useless  Somewhat Somewhat Very useful responded to Q25 in an open-ended
n=0 useless useful n= 9% response format (Q26). Complete
n=2 n =54 responses to Q26 are provided in Appendix
B (p. 126-130).

Delay of Retirement Based on Workshop (Q27)

Q27: Did you delay retirement at all based on the information you received in the workshop?

FIGURE 3.21: Delay of Retirement Based on Workshop (Q27)

e Only those respondents who indicated
that they had attended a pre-retirement
workshop (Q23) were asked Q27 and a
total of 146 answers were collected (See
Figure 3.21).

n=146

e 119% responded Yes (n = 16) and 89%
responded No (n = 130) when asked if
they had delayed their retirement date
based on information presented in the
pre-retirement workshop.
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Reasons For Retirement (Q28)

Q28: Why did you decide to retire at this time?
FIGURE 3.22: Reasons For Retirement (Q28)
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40%
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Confidence In Retirement Income (Q29)

All members in the sample were asked Q28,
and a total of 441 answers were collected
(See Figure 3.22).

Overall, 55% replied Financially able (n =
241), 42% replied Other (n = 187), 31%
replied Burned out (n = 138), 16% replied
Medical reasons (n = 69), and 8% replied
Different career (n = 35) when asked to
provide the reasons for their retirement.
Note: number of responses exceeds number
of respondents because multiple answers
were accepted.

Complete responses to the Other response
category are provided in Appendix B (p. 130-
134).

Q29: How confident are you that you will have enough monthly income to live comfortably through your

retirement?

FIGURE 3.23: Confidence In Retirement Income (Q29)
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All members in the sample were asked
Q29 and a total of 431 answers were
collected (See Figure 3.23).

Overall, 31% replied Very confidant (n =
135), 45% replied Somewhat confident
(n =193), 11% replied Neither confident
nor unsure (n = 48), 8% replied
Somewhat unsure (n = 33), and 5%
replied Very unsure (n = 22) when
asked to evaluate their projected
monthly retirement income.
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Sources of Retirement Income (Q30)

Q30: What other sources of income will you have in retirement?

FIGURE 3.24: Sources of Retirement Income (Q30)
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Plan On Working In Retirement (Q31)

All members in the sample were asked Q30,
and a total of 438 answers were collected (See
Figure 3.24).

Overall, 89% replied Social Security (n = 391),
41% replied Other (n = 178), 33% replied IRA
(n = 144), 28% replied 401(k) Choice Plan (n =
124), 26% replied Work (n = 116), 22% replied
Another position (n = 96), 14% replied 403b (n
=62), and 11% replied 457 Deferred
Compensation (n = 50) when asked to disclose
the sources of their retirement income. Note:
the number of responses exceeds number of
respondents because multiple answers were
accepted.

Complete responses to the Other response
category are provided in Appendix B (p. 134-
138).

Q31: Do you plan on working in your retirement?

FIGURE 3.25: Plan on Working In Retirement (Q31)

n=421
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All members in the sample were asked
Q31 and a total of 421 answers were
collected (See Figure 3.25).

52% responded Yes (n = 217) and 48%
responded No (n = 204) when asked if
they plan on working in their retirement.
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Retirement Work Sector (Q32)

Q32: Do you plan on working in the public or private sector?

FIGURE 3.26: Retirement Work Sector (Q32)

‘ e Only those respondents who indicated
X that they would be working in their
PERSI retirement (Q31) were asked Q32, and
100% Punic Emploes Rkt s o Ko a total of 151 answers were collected
(See Figure 3.26).
80% oo
A’ ® 66% responded Private (n = 100) and
60% 33% responded Public (n = 51) when
34% asked what sector their work entailed
40% since they plan on working in their
retirement.
20% -
0% -
Public Private
n=51 n=100
Retirement Work Commitment (Q33)
Q33: Do you plan on working full-time or part-time?
FIGURE 3.27: Retirement Work Commitment (Q33)
‘ e Only those respondents who indicated
Q ’ that they would be working in their
PERSI retirement (Q31) were asked Q33 and a
100% e e e | total of 193 answers were collected
(See Figure 3.27).
80%
60% e 129% responded Full-time (n = 23) and
’ 88% responded Part-time (n =170)
40% when asked whether their employment
committed them to work full-time or part-
20% 12% time.
0% -
Fulltime Parttime
n=23 n=170
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Additional Comments (Q34)

Q34: Are there any additional comments you would like to make about your PERSI retirement?
e All members in the sample were asked Q34 and a total of 217 answers were collected.

e Responses presented in Appendix B (p. 138-146).

47
Project: 2003 M ber T ti S
Clearwater

Document: EE Transacation Report Q3 Q4 2003 Web (jh) Research, Inc.



Choice Plan Rollover Satisfaction Survey

The sample frame for the Choice Plan Rollover Satisfaction Survey included all PERSI
members who had initiated a rollover into their Choice Plan account in the third and fourth
quarters of 2003 (July through December).

A total of 98 unduplicated sample records were provided to Clearwater Research, and a
census of these records was attempted. Forty-seven completed surveys were returned
by mail, yielding an overall response rate of 48%. The response rate for Wave 1 was
44% (21 of 48), and the response rate for Wave 2 was 52% (26 of 50).

Overall Satisfaction with PERSI (Q1)

Q1: Consider your experiences with the Public Employee Retirement System of Idaho (PERSI) throughout
the entire year. How satisfied or dissatisfied overall are you with PERSI?

FIGURE 4.1: Overall Satisfaction with PERSI (Q1)
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All members in the sample were asked
Q1, and a total of 47 answers were
collected (See Figure 4.1).

Overall, 64% were Very satisfied (n =
30), 26% were Somewhat satisfied (n =
12), 9% were Neither satisfied nor
dissatisfied (n = 4), and 2% were
Somewhat dissatisfied (n = 1) with
PERSI.
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Satisfaction With Rollover Process (Q2)

Q2: Consider all of your experiences with PERSI regarding your Choice Plan loan. How satisfied or

dissatisfied overall are you with the rollover process?

FIGURE 4.2: Satisfaction with Rollover Process (Q2)
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Number of Times PERSI Staff Contacted (Q4)

All members in the sample were asked Q2,
and a total of 47 answers were collected
(See Figure 4.2).

Overall, 68% were Very satisfied (n = 32),
13% were Somewhat satisfied (n = 6), 13%
were Neither satisfied nor dissatisfied (n =
6), and 6% were Somewhat dissatisfied (n =
3) with the rollover process.

Respondents were asked to describe why
they responded to Q2 in an open-ended
response format (Q3). Complete responses
to Q3 are provided in Appendix B (p. 147)

Q4: How many times did you contact PERSI staff regarding your Choice Plan loan?

e All members in the sample were asked Q4, and a total of 46 answers were collected. The responses
ranged from 0 to 6 contacts, with the average number of contacts at 2.6.

e The association between overall satisfaction with PERSI (Q1) and number of contacts with PERSI staff
(Q4) was weak and close to zero (r = -.01), indicating little relation, if any, between these two measures.
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Satisfaction With Service Provided by PERSI (Q5)

Q5: How satisfied or dissatisfied are you with the assistance you received from PERSI staff?

FIGURE 4.3: Satisfaction with Service Provided by PERSI (Q5)

’ e All members in the sample were asked Q5,
Q ’ and a total of 44 answers were collected
n=a4 PERSI (See Figure 4.3).
1 00% Public Employee R etrement System of Idaho
® Overall, 70% were Very satisfied (n = 31),
80% 23% were Somewhat satisfied (n = 10), 2%
were Neither satisfied nor dissatisfied (n =
60% 1), and 5% were Somewhat dissatisfied (n =
40% 2) with the service provided by PERSI.
20% ® The association between overall satisfaction
with PERSI (Q1) and number of contacts
0% - with PERSI staff (Q5) was moderate and
_ Viny Somenhat e SRR positive to zero (r = .56), indicating a linear
d'ss:i'sgm d'ss:i'sgec' sc:::z;:ﬁ'g sit':f:‘;d n=3t relation between these two measures.

n=1

Usefulness of Information Provided by PERSI (Q6)

Q6: How useful was the information you received from PERSI staff regarding your Choice Plan rollover?

FIGURE 4.4: Usefulness of Information Provided by PERSI (Q6)

e All members in the sample were asked
Q"’ Q6, and a total of 43 answers were
y collected (See Figure 4.4).
n=43 _PERSI
1 00% Public Employee Retivement System of Idaho )
e OQverall, 72% replied Very useful (n =
80% 2% 31), 21% replied Somewhat useful (n =
9), and 7% replied Neither useful nor
60% useless (n = 3) when asked to evaluate
40% the usefulness of information provided
’ by PERSI.
21%
20% 79
0% . .
Very useless  Somewhat Neither useful Somewhat  Very useful
n=0 useless nor useless useful n=31
n=0 n=3 h=9
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Number of Times Mellon Staff Contacted (Q7)

Q7: How many times did you contact Mellon staff regarding your Choice Plan rollover?

e All members in the sample were asked Q7, and a total of 47 answers were collected. The responses
ranged from 0 to 10 contacts, with the average number of contacts at 1.

e The association between overall satisfaction with PERSI (Q1) and number of contacts with Mellon staff
(Q7) was weak and close to zero (r = .04), indicating little relation, if any, between these two measures.

Satisfaction With Service Provided by Mellon (Q8)

Q8: How satisfied or dissatisfied are you with the assistance you received from Mellon staff?

FIGURE 4.5: Satisfaction with Service Provided by Mellon (Q8)

‘ e All members in the sample were asked
X Q8, and a total of 22 answers were
nh=22 PERSI collected (See Figure 4.5).
1 00% Public Employee Retivement System of Idaho
80% ® Overall, 36% were Very satisfied (n = 8),

14% were Somewhat satisfied (n = 3), 32%
60% were Neither satisfied nor dissatisfied (n =
7), 9% were Somewhat dissatisfied (n = 2),

0, . . . .
40% 320/ 36% and 9% were Very dissatisfied (n = 2) with
the service provided by Mellon staff.
20%
0% -
Very Somewhat Neither Somewhat Very satisfied
dissatisfied dissatisfied satisfied nor satisfied n=8
n=2 n=2 dissatisfied n=3
n=7
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Usefulness of Information Provided by Mellon (Q9)

Q9: How useful was the information you received from Mellon staff regarding your Choice Plan rollover?

FIGURE 4.6: Usefulness of Information Provided by Mellon (Q9)

’ e All members in the sample were asked
Q . Q09, and a total of 28 answers were
n=28 PERSI collected (See Figure 4.6).
1 00% Public Employee Retivement System of Idaho
80% o 25% replied Very useful (n =7), 29%

replied Somewhat useful (n = 8), and
60% 46% replied Neither useful nor useless

46% (n = 13) when asked to evaluate the
40% usefulness of information provided by
Mellon.
20%

0%

Very useless Somewhat Neither useful Somewhat  Very useful
n=0 useless nor useless useful n=7
n=0 n=13 n=8

Ease of Submitting Request to Mellon (Q10)

Q10: How easy was it to submit your Choice Plan rollover request to Mellon?

FIGURE 4.7: Ease of Submitting Request to Mellon (Q10)

e All members in the sample were asked
Q’. Q10, and a total of 47 answers were
4 collected (See Figure 4.7).
n=47 PERS (See Figure 4.7)
1 00% Puhlic Employee Retrement System of Idaho
e Overall, 55% replied Very easy (n = 26),
80% 21% replied Somewhat easy (n = 10),

, 9% replied Neither easy nor difficult (n =
60% 4), 13% replied Somewnhat difficult (n =
40% 6), and 2% replied Very difficult (n =1)

when asked to evaluate the ease of
20% submitting their Choice Plan rollover
request.
0% -
Very difficult Somewhat Neither easy Somewhat Very easy
n=1 difficult nor difficult easy n=26
h=6 n=4 n=10
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Perceived Time Required for Rollover (Q11)

Q11: How much time elapsed between the initiation of your Choice Plan rollover with Mellon and its
payment?

FIGURE 4.8: Perceived Time Required for Rollover (Q11)
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n=19
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month
n=14

Contribute to Choice Plan 401(k) (Q12)

All members in the sample were asked
Q11, and a total of 46 answers were
collected (See Figure 4.8).

Overall, 2% responded Within a week (n
= 1), 26% responded Within two weeks
(n =12), 41% responded Within a
month (n = 19), and 30% responded
More than a month (n = 14) when asked
how much time elapsed between
submission of the rollover request and
its payment.

Q12: Do you regularly contribute to your Choice Plan 401(k)?
FIGURE 4.9: Contribute to Choice Plan 401(k) (Q12)
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All members in the sample were asked
Q12, and a total of 47 answers were
collected (See Figure 4.9).

60% responded Yes (n = 28) and 40%
responded No (n =19) when asked if
they regularly contribute to their Choice
Plan 401(k).
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Contribution to 401(k) (Q13)

Q13: What percent of pay do you contribute?

FIGURE 4.10: Contribution to 401(k) (Q13)

RN

1-2%
n=8

3-4%
n=3

5-6% 7-8%
n=6 n=1

9-10%
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n=26 PERSI
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80%

60%

40% T—31%

23%
20% | 199% 15%  15%
4%
0% -

Over 10%
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Only those respondents who indicated
that they regularly contribute to their
Choice Plan 401(k) (Q12), and a total of
26 answers were collected (See Figure
4.10).

31% replied 1-2% (n = 8), 12% replied
3-4% (n = 2), 23% replied 5-6% (n = 6),
4% replied 7-8% (n = 1), 15% replied 9-
10% (n = 4), and 15% replied Over 10%
(n = 4) when asked what percent of pay
they contribute to their Choice Plan
401(k).

Accessed Choice Plan Account Through Internet (Q14)

Q14: Do you access your Choice Plan account on the Internet?

FIGURE 4.11: Accessed Choice Plan Account Through Internet (Q14)

n=47
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All members in the sample were asked
Q14, and a total of 47 answers were
collected (See Figure 4.11).

40% responded Yes (n = 19) and 60%
responded No (n = 28) when asked if
they accessed their Choice Plan account
through the Internet.

54
Clearwater

Research,



Frequency of Internet Access (Q15)

Q15: Which of the following best describes how frequently you access your Choice Plan account on the

Internet?

FIGURE 4.12: Frequency of Internet Access (Q15)
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Only those respondents who indicated
that they had accessed their Choice
Plan account on the Internet (Q14) were
asked Q15, and a total of 19 answers
were collected (See Figure 4.12).

21% replied Once a week (n = 4), 63%
replied Once a month (n = 12), and 16%
replied Once every 6 months (n = 3),
when asked how frequently they had
accessed their Choice Plan account on
the Internet.

Accessed Choice Plan Account Through Phone System (Q16)

Q16: Do you access your Choice Plan account via the toll-free automated phone system?

FIGURE 4.13: Accessed Choice Plan Account Through Phone System (Q16)
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All members in the sample were asked
Q16, and a total of 47 answers were
collected (See Figure 4.13).

11% responded Yes (n = 5) and 89%
responded No (n =42) when asked if
they accessed their Choice Plan
account through the toll-free automated
phone system.
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Frequency of Phone Access (Q17)

Q17: Which of the following best describes how frequently you access your Choice Plan account via the
automated phone system?

FIGURE 4.14: Frequency of Phone Access (Q17)

’ e Only those respondents who indicated
Q ’ that they had accessed their Choice
n=5 PERSI Plan account through the automated
100% R e phone system (Q16) were asked Q17,
and a total of 5 answers were collected
80% (See Figure 4.14).
60%

® 40% replied Once a month (n = 2), 20%

40% 40% -

40% replied Once every 6 months (n = 1),
and 40% replied Once ayear (n=1)

20% when asked how frequently they had
0% I I accessed their Choice Plan account

0 T T
Once aday Onceaweek Onceamonth Once every6 Once ayear thI’OUgh the toII-free aUtomated phone
n=0 n=0 n=2 months n=2 system.

n=1

Preference of Accessing Choice Plan Account Information (Q18)

Q18: If you have used both methods of acquiring your Choice Plan account information, could you describe
why you prefer one method over the other?

e Only those members who had indicated accessing their Choice Plan account information through both
the Internet (Q14) and the automated phone system (Q16) were asked Q18, and two answers were
collected. Both responses are presented below in Appendix B (p.148):

3Qtr e Internet —ease, speed, visual
4 Qftr e Internet over automated phone system.
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Ease of Completing Rollover Process (Q19)

Q19: How easy was it to complete the rollover process?

FIGURE 4.15: Ease of Completing Rollover Process (Q19)
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All members in the sample were asked Q19,
and a total of 47 answers were collected
(See Figure 4.15).

® Overall, 49% replied Very easy (n = 23),

17% replied Somewhat easy (n = 8), 13%
replied Neither easy nor difficult (n = 6), 19%
replied Somewhat difficult (n = 9), and 2%
replied Very difficult (n =1) when asked to
evaluate the ease of completing the Choice
Plan rollover process.

® Respondents were asked to describe why

they responded to Q19 in an open-ended
response format (Q20). Complete
responses to Q20 are provided in Appendix
B (p. 148-149)

Read Additional Choice Plan Rollover Information (Q21)

Q21: Have you read any additional material on Choice Plan rollovers?

FIGURE 4.16: Read Additional Choice Plan Rollover Information (Q21)

n=46
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All members in the sample were asked
Q21, and a total of 46 answers were
collected (See Figure 4.16).

48% responded Yes (n = 22) and 52%
responded No (n = 24) when asked if they
read any additional material on Choice
Plan rollovers.
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Additional Information Resources Used (Q22)

Q22: Which of the following resources did you use?

FIGURE 4.17: Additional Information Resources Used (Q22)
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Ease of Finding Information (Q23)

Only those respondents who indicated
reading additional PERSI rollover
information (Q21) were asked Q22, and
a total of 22 answers were collected
(See Figure 4.17).

Overall, 77% replied Handbook (n = 17),
55% replied PERSI Website (n = 12),
32% replied Brochure (n = 2), and 5%
replied Other (n = 1) when asked to
identify the additional resources read
about Choice Plan rollovers.

Q23: How easy was it to find the information you wanted?

FIGURE 4.18: Ease of Finding Information (Q23)

100%

80%

60%

40%

20%

0%

\/
¢
n=2 b EROL

Public

5%

Unable to find Very difficult Somewhat  Neither easy Somewhat
information n=120 difficult nor difficult

n=0 n=120 n=1

Project: 2003 Member Transaction Surveys
Saved: March 18, 2004

Document: EE Transacation Report Q3 Q4 2003 Web (jh)

Only those respondents who indicated
reading additional PERSI rollover
information (Q21) were asked Q23, and
a total of 22 answers were collected
(See Figure 4.18).

Overall, 32% replied Very easy (n = 7),
64% replied Somewhat easy (n = 14),
5% replied Neither easy nor difficult (n =
1) when asked to evaluate the ease of
finding additional information on Choice
Plan rollovers.
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Usefulness of Information (Q24)

Q24: How useful was the information you found?

FIGURE 4.19: Usefulness of Information (Q24)
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How Information Made More Useful (Q25)

Only those respondents who indicated
reading additional PERSI rollover
information (Q21) were asked Q24, and
a total of 22 answers were collected
(See Figure 4.19).

Overall, 59% replied Very useful (n =
13), 36% replied Somewhat useful (n =
8), and 5% replied Neither useful nor
useless (n = 1) when asked to evaluate
the usefulness of rollover information.

Q25: What, if anything, would have made this information more useful?

e Only those respondents who indicated reading additional PERSI rollover information (Q21) were asked

Q25, and a total of 6 answers were collected.

e Responses presented in Appendix B (p. 149).
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Reason Rollover Chosen (Q26)

Q26: Why did you decide to roll your money into the Choice Plan 401(k)?

FIGURE 4.20: Reason Rollover Chosen (Q26)
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All members in the sample were asked Q26,
and a total of 47 answers were collected
(See Figure 4.20).

Overall, 53% replied | trust PERSI (n = 25),
43% replied No / low fees (n = 20), 55%
replied Other (n = 26), 55% replied To have
money all in one place (n = 26), and 36%
replied Investment options (n = 17) when
asked what reasons did they have to initiate
a Choice Plan rollover. Note: number of
responses exceeds number of respondents
because multiple answers were accepted.

Complete responses to the Other response
category are provided in Appendix B (p. 149-
150).
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Separation Benefit Satisfaction Survey

The sample frame for the Separation Benefit Satisfaction Survey included all PERSI
members who had initiated a benefit separation from the PERSI system account in the
third and fourth quarters of 2003 (July through December).

A total of 2,487 unduplicated sample records were provided to Clearwater Research, and
a census of these records was attempted. 305 completed surveys were returned by mail,
yielding an overall response rate of 12%. The response rate for Wave 1 was 12% (149 of
1,227), and the response rate for Wave 2 was 12% (156 of 1,260).

Overall Satisfaction With Separation Process (Q1)

Q1: Consider your experiences with the Public Employee Retirement System of Idaho (PERSI) regarding
the separation benefit process. How satisfied or dissatisfied overall are you with the separation process?

FIGURE 5.1: Overall Satisfaction with Separation Process (Q1)

® All members in the sample were asked Q1,
Q” and a total of 294 answers were collected
4 (See Figure 5.1).
PERSI

1 00% Public Employee Reture

® Overall, 67% were Very satisfied (n = 198),
80% 3D 15% were Somewhat satisfied (n = 45), 7%
0 were Neither satisfied nor dissatisfied (n =

60% 21), 6% were Somewhat dissatisfied (n =
18), and 4% were Somewhat dissatisfied (n
40% = 12) with the separation process.
20% .
® Respondents were asked to describe why
0% - they responded to Q1 in an open-ended
Very Somewhat Neither Somewhat Very satisfied response format (Q2) Comp|ete responses
diszaf:ged disf‘:ﬁ:ged :gzzggﬁ“&? sf_'“:fl‘;d D=0z to Q2 are provided in Appendix B (p. 151-
- 156).
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Contacted PERSI Staff Member About Separation (Q3)

Q3: Did you speak with a PERSI staff member about your separation benefit?

FIGURE 5.2: Contacted PERSI Staff Member About Separation (Q3)

e All members in the sample were asked
Q3, and a total of 299 answers were
collected (See Figure 5.2).

h=299

e 77% responded Yes (n =229) and 23%
responded No (n = 70) when asked if
they had contacted PERSI staff about
the separation process.

Satisfaction With Service Provided (Q4)

Q4: If so, how satisfied or dissatisfied were you with their service?

FIGURE 5.3: Satisfaction with Service Provided (Q4)

e Only those respondents who indicated
’ that they had contacted PERSI about
Q’ ’ their separation process (Q3) were

PERSI asked Q4, and a total of 228 answers

1 00% Public Employee Retrement System of Idaho Were Collected (See Fig u re 5'3) .

e Overall, 71% replied Very satisfied (n =
163), 15% replied Somewhat satisfied
(n = 34), 4% replied Neither satisfied nor
dissatisfied (n = 9), 5% replied
Somewhat dissatisfied (n = 12), and 4%
were Somewhat dissatisfied (n = 10)
when asked to evaluate the service

Very Somewhat Neither Somewhat Very satisfied )
dissatisfied  dissatisfied satisfied nor  satisfied n=163 provided by PERSI staff.
n=10 n=12 dissatisfied n=34
n=9
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Adequate Explanation of Separation Process (Q5)

Q5: Did they adequately explain the process and timing of your request?

FIGURE 5.4: Adequate Explanation of Separation Process (Q5)

e Only those respondents who indicated
that they had contacted PERSI about their
separation process (Q3) were asked Q5,
and a total of 219 answers were collected
(See Figure 5.4).

n=219

e 87% responded Yes (n =191) and 13%
responded No (n = 28) when asked
PERSI staff had adequately explained the
separation process.

Number of Contacts With PERSI Staff (Q6)

Q6: How many times did you contact PERSI staff regarding your separation benefit?

FIGURE 5.5: Number of Contacts With PERSI Staff (Q6)

e Only those respondents who indicated
Q". that they had contacted PERSI about

4 their separation process (Q3) were
PERSI. asked Q6, and a total of 223 answers

L) Public
LI _ were collected (See Figure 5.5). The
responses ranged from 0 to 20 contacts,
with the average number of contacts at

60% 2-0-
43%

80%

e The association between overall
satisfaction with PERSI (Q1) and
number of contacts with PERSI staff

2% <1% <1% 1% <1% (Q6) was weak and negative to zero (r =
' ' ' ' -.29), indicating a slight inverse relation

0 1 2 3 4 5 6 7 8 20
123 n=95 n=71 n=34 n=10 ned nei n=1 ne3 nei between these two measures.

1 n
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Time Between Separation Request and Payment (Q7)

Q7: How much time elapsed between the initiation of your separation request with PERSI and its payment?

FIGURE 5.6: Time Between Separation Request and Payment (Q7)

’ e All members in the sample were asked
Q ’ Q7, and a total of 288 answers were
PERSI collected (See Figure 5.6).
1 00% Public Employes Retivement Systen of Idaho
80% e Overall, 3% responded Within a week (n
=10), 35% responded Within two weeks
60% (n =100), 42% responded Within a
42% month (n = 121), 10% responded Within
40% two months (n = 29), and 10%
responded More than two months (n =
20% 28) when asked how much time elapsed
0% between sub.mission of the separation
Within aweek  Within two Within a Withintwo More than two requeSt and its payment'
n=10 weeks month months months
n=100 n=121 n=29 n=28

Ease of Completing Separation Benefit Form (Q8)

Q6: How easy was it to complete the separation benefit form?

FIGURE 5.7: Ease of Completing Separation Benefit Form (Q8)

e All members in the sample were asked Q8,
’,. and a total of 287 answers were collected

(See Figure 5.7).
LPERSL

100% - e Overall, 71% replied Very easy (n = 203),
80% . 26% replied Somewhat easy (n = 75), 3%
o 1% replied, 3% replied Somewhat difficult (n =
60% 8), and <1% replied Very difficult (n =1)
when asked to evaluate the ease of
40% completing the separation benefit form.
20% ® Respondents were asked to describe why
<1% 3% they responded to Q8 in an open-ended
0% ‘ response format (Q9). Complete responses
Very difficult Somewhat Somewhat easy Very easy to Q9 are provided in Appendix B (p. 156-
n=1 difﬁc;lt n=75 n=203 159).
e
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Informational Page Read by Respondent (Q10)

Q10: Did you read the informational page attached to the form?

FIGURE 5.8: Informational Page Read by Respondent (Q10)

e All members in the sample were asked
Q10, and a total of 279 answers were
collected (See Figure 5.8).

h=279

e 89% responded Yes (n =247) and 11%
responded No (n = 32) when asked if
they had read the informational page
attached to the separation benefit form.

Usefulness of Informational Page (Q11)

Q11: How useful was the informational page?

FIGURE 5.9: Usefulness of Informational Page (Q11)

e  Only those respondents who indicated that
Q” they had read the informational page

4 attached to the separation benefit form
PFR SI i (Q10) were asked Q11, and a total of 239

100% ————— answers were collected (See Figure 5.9).

80% ® Overall, 54% replied Very useful (n = 130),

. s 4o 42% replied Somewhat useful (n = 101), 3%
60% replied Somewhat useless (n = 7), and <1%
replied Very useless (n = 1) when asked to
evaluate the usefulness of the attached
informational page.

40%

20%
<1% 3%

® Respondents were asked to describe what
. ‘ could be done to make the form easier to
ery useless Somewhat Somewhat useful Very useful .
ned useless h=101 n=130 complete in an open-ended response format
n=7 (Q12). Complete responses to Q12 are
provided in Appendix B (p. 159-160).

0%
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Read Additional PERSI Information (Q13)

Q13: Have you read any additional PERSI information on separation benefits to help you understand the
process and your choices?

FIGURE 5.10: Read Additional PERSI Information (Q13)

e All members in the sample were asked
n=291 Q13, and a total of 291 answers were
collected (See Figure 5.10).

e 27% responded Yes (n = 79) and 73%
responded No (n =212) when asked if
they had read any additional information
about separation benefits from PERSI.

Additional PERSI Information Read (Q14)

Q14: What separation-related information did you read?

FIGURE 5.11: Additional PERSI Information Read (Q14)

e Only those respondents who indicated that
they had read additional PERSI information
about separation benefits (Q13) were asked
Q14, and a total of 78 answers were
collected (See Figure 5.11).

Information sheet
n=44

® Overall, 56% replied Information sheet (n =
44), 44% replied Brochure (n = 34), 40%
replied PERSI Website (n = 31), 38% replied
Handbook (n = 30), and 4% replied Other (n

Brochure
n=234

PERSI Website

n=3 = 3) when asked what others sources of
Handbook PERSI information they read about
sl separation benefits. Note: number of
Other responses exceeds number of respondents
n=3 because multiple answers were accepted.

0% 20% 40% 60% 80% 100% ® Responses to the Other category are
provided in Appendix B (p. 160).
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Usefulness of Additional PERSI Information (Q15)

Q15: How useful was this information?

FIGURE 5.12: Usefulness of Additional PERSI Information (Q15)
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n=2

Told by Employer to Withdraw Funds (Q17)

Only those respondents who indicated that
they had read additional PERSI information
about separation benefits (Q13) were asked
Q15, and a total of 158 answers were
collected (See Figure 5.12).

Overall, 56% replied Very useful (n = 44),
42% replied Somewhat useful (n = 33), and
3% replied Somewhat useless (n = 2) when
asked to evaluate the usefulness of the
additional PERSI information about
separation benefits.

Respondents were asked to describe what
could be done to make this information
easier in an open-ended response format
(Q16). Complete responses to Q16 are
provided in Appendix B (p. 161).

Q17: Did your employer tell you that you had to withdraw your funds?

FIGURE 5.13: Told by Employer to Withdraw Funds (Q17)

n=294
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All members in the sample were asked
Q17, and a total of 294 answers were
collected (See Figure 5.13).

11% responded Yes (n = 32) and 89%
responded No (n = 262) when asked if
their employer had told them they had to
withdraw funds.
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Aware Money Could Be Left With PERSI (Q18)

Q18: Did you know that you could leave your money in PERSI?
FIGURE 5.14: Aware Money Could Be Left With PERSI (Q18)

e All members in the sample were asked
Q18, and a total of 292 answers were
collected (See Figure 5.14).

h=292

® 65% responded Yes (n = 190) and 35%
responded No (n =102) when asked if
they were aware that money could be
left in the PERSI system.

Years of Service With PERSI (Q19)

Q19: How many years of PERSI service did you have?

FIGURE 5.15: Years of Service With PERSI (Q19)

e All members in the sample were asked Q19,
Q’ and a total of 131 answers were collected
- (See Figure 5.15). The responses ranged

PERSI from 0 to 30 years of service, with the

100% Public Employes Retirement System of Idaho average years Of SerVice at 3.4.

80% ® The association between overall satisfaction
579 with PERSI (Q1) and years of service (Q19)
60% : was weak and negative to zero (r = -.01),
indicating little relation, if any, between these
two measures.

40% -

® For those members 5 or more years of
service, 82% knew they could leave their
money in PERSI (Q18), 9% had their
employers tell them to withdraw their money

20%

0% -

1 year or less 2to 5 years 6 to 10 years 11 to 28 years .
n=43 n=75 n=g e (Q17), and 83% spoke with a PERSI staff

member (Q3).

68

Project: 2003 M ber T ti S
Clearwater

Document: EE Transacation Report Q3 Q4 2003 Web (jh) Research, Inc.



Advised of Vested Benefits (Q20)

Q20: If you have more than five years of service, were you advised by PERSI staff that you may have been
vested to a more valuable lifetime retirement benefit?

FIGURE 5.16: Advised of Vested Benefits (Q20)

e All members in the sample were asked
Q20, and a total of 45 answers were
collected (See Figure 5.16).

o 47% responded Yes (n = 21) and 53%
responded No (n = 24) when asked if
they were advised of the benefits of
vested retirement with PERSI.

e For those respondents who answered
No to Q20, 79% indicated that they
spoke to a PERSI staff member (Q3)
and 12% indicated that they Didn't
know why they withdrew their funds

(Q21).

Reason Respondent Withdrew Funds (Q21)

Q21: Why did you choose to withdraw your money from PERSI?

FIGURE 5.17: Reason Respondent Withdrew Funds (Q21)

Q“ e All members in the sample were asked Q21,
4 and a total of 294 answers were collected
e R e (See Figure 5.17).
Needed Money n =129 44%
3-year rule n = 52 2% ® Overall, 44% replied Needed money (n =
129), 17% replied Other (n = 51), 13%
Other n = 51 Ut replied Moving (n = 38), 15% replied Didn't
Roll to IRA n = 51 7% know (n = 45), 18% replied 3-year rule (n =
| 52), 17% replied Roll to IRA or other savings
Didn't know n = 45 1p% plan (n = 51), 5% replied Roll to 401(k) (n =
Moving n = 38 13% 15), and 2% replied Divorce segregation (n =
. 5) when asked for reasons why they initiated
Rollto 401(k) n=15 Jg§5% the separation process.
Divorce Segregationn=5 J2%
' ® Responses to the Other category are
0% 20% 40% 60% 80% 100% provided in Appendix B (p. 162-163).

69

Project: 2003 M ber T ti S
Clearwater

Document: EE Transacation Report Q3 Q4 2003 Web (jh) Research, Inc.



Consequences of Taking Money Early (Q22)

Q22: Do you understand the tax consequences of taking your money out early?

FIGURE 5.18: Consequences of Taking Money Early (Q22)

e All members in the sample were asked
Q22, and a total of 292 answers were
collected (See Figure 5.18).

h=292

e 87% responded Yes (n = 255) and 13%
responded No (n = 37) when asked if
they understood the tax consequences of
taking money out early.

Plan to Return to Public Employment (Q23)

Q23: Do you plan on returning to public employment?
FIGURE 5.19: Plan to Return to Public Employment (Q23)

e All members in the sample were
asked Q23, and a total of 177
answers were collected (See Figure
5.19).

n=177

e 37% responded Yes (n = 65) and
63% responded No (n =112) when
asked if they planned on returning to
public employment.
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Time to Return to Public Employment (Q24)

Q24: When do you plan on returning to public employment?

FIGURE 5.20: Time to Return to Public Employment (Q24)

’ e Only those respondents who indicated
Q ’ that they planned on returning to public
n=>54 PERSI employment (Q23) were asked Q24,
100% Publc Emplojee Reirement Sysens o Kl and a total of 54 answers were collected
(See Figure 5.20).
80%
60% 52% e Overall, 52% indicated Within 6 months

(n = 28), 24% indicated Within a year (n
=13), 11% indicated Within two years (n
= 6), and 13% indicated Within 3 years
or more (n = 7) when asked when they
planned on returning to public

Within six months ~ Within a year  Within two years Within three employment'
n=28 n=13 n=6 years or more
n=7
Type of Public Employment (Q25)
Q25: Would this work be full-time or part-time?
FIGURE 5.21: Type of Public Employment (Q25)
‘ e Only those respondents who indicated
X 2 that they planned on returning to public
PERSI n=52 employment (Q23) were asked Q25,
100% P Enplps Relenen Sy o alo and a total of 52 answers were collected
83%, (See Figure 5.21).

e 839% responded Full-time (n = 43) and
17% responded Part-time (n = 9) when
asked the type of employment they
would be seeking.

17%

Fulltime Parttime
n=43 n=9
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Additional Comments (Q26)

Q26: Are there any additional comments you would like to make about PERSI's separation benefit process?
e All members in the sample were asked Q26, and a total of 107 answers were collected.

e Responses presented in Appendix B (p. 163-167).
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Appendices

Appendix A: Survey Instruments
1. Disability Retirement Satisfaction Survey

Disability Retirement Satisfaction Survey

f You recently went through the Disability Retirenrent application process.

This is a brief survey about your experferntces with the disability process. The resufts
will be used toimprove service for members statewide,

Your participation is voluntary amd highly valued because you represent many otfer
PERSI members. We will rold your responses in the strictest confidernce,

Please answer each question amnd return the survey in the enclosed pre-addressed
kslamped envelope within two weeks. Thamk you for your time.

NN

PERSI

Public Employee Retirement System of ldaho

' l Consider your experiences with the Public Employee Retirement System of ldaho 8 \éérv Sar:i:tﬁegt.sf. d _\
* {PERSI) throughout the entire disability process. How satisfied or dissatisfied D Hiortan o T S s satisfied
overall are you with PERSI?  Mark @ ONE cholce. 2 Somewhat dissatisfiad
2 Niery dizsatistied
2 Don't know
: . Did your PERSI Representative explain the entire disability process to you at the O Yes
beginning? Mark @ ONE cholce. 2 Mo
. . _ . . O Yes
2 Did your PERSI Representative explain the relationship of Voluntary Plan O Mo
= Administrators (VPA} to PERSI? Mark @ ONE cholce.
O ery satisfied
—I- Consider your experiences with WVPA throughout the disability review. How 8 ﬁ°rr;'h9‘“h3;§fa.“5df'ed dissatisfied
- satisfied or dissatisfied overall are you with VPA? Mark ® ONE cholce. e aay
2 Niery dizsatistied
2 Don't know
~ Canyou please describe why you feel that way about the disability process?
D . Flegse enter responas hakg,
r Y i isabili im? i =l )
; ; i - s
6_ Did you call VPA about your disability claim? Mari ® ONE choice. S i 0. 50 to uection 10
2 wiry satisfied
- . - - N - 2 Somewhat satizfied
{ How satisfied were you with the responsiveness of VPA in answering your © Heither satisfied nor diszatisfied
disability claim questions? Mark @ ONE cholce. < Somewhat dissatistied
2 Miery dizsatisfied
2 Don't know
x How easy was it to understand the written materials provided by VP A for your g ;trv ea:v
- icahili " i omewhat easy
disability claim?  Mari @ ONE cholce. O Someuhat diffilt
2 Ny difficul
C What, if anything, could be done to make the VPA process easier?
) Flaasa entar response haka.
\, y,
r ~ .
l U Was your disability claim approved or denied? Mark & GNE choice. 8 g?nzz\dfed K App., GO to Question 13
l l - Fyour claim was denied, did you appeal? Mark @ ONE choice. 8 ﬁss
l ~  Wyour claim was denied, did your PERSI Representative explain your other options 8 xgs
—. toyou? Mari @ ONE cholce.
l 2 If your claim was approved by VPA and you again started working with PERSI, how O ey uzeul
2. useful was the information provided by your PERSI Representative on your benefit, g ggm:ﬁ:g ﬂz:lf:'s's
taxes, and insurance? Mark & ONE cholce. O ery useless

Flaase continue survey on other side [r
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How satisfied are you with the owtcome of your disability claim? Mark @ ONE cholce.

O “ery satisfied j
O Somewhat satisfied

O Heither satisfied nor dissatisfied
O Somewhat dizzatisfied

Q ey diszatisfied

Can you please describe why youfeel that way about the outcome of your disability & Don't know
claim? Fiease enler regponss here
How many times did you contact PERSI staff regarding your disability claim? "

N . Imes
Enter number In the space proviced. —
How many times did you contact VP A staff regarding your disability claim? "

N . Imes
Enter number In the space proviced. —
How much time elapsed between the initiation of your disability claim with PERSI © Within @ month

and its resolution with VPA? Mark ® ONE cholce.

© ‘ithin three months
© ‘within = months
@ More than six months

\ y,
- ™
l 9 Have you read any PERSI information on disability? Mari @ ONE choice. O Yes
A0 O Mo I M, G0 to Duestion 23
20 What PERS| disability-related information did youread? Mark B ALL boxes that appie
O Brochure O Handbook O PERSIWehsite
O Other. Plesse speciy,
ol L . .
L l - How useful was this information? Mark ® ONE cholce. © Mery useful
O Somewhat uzeful
QO Somewhat useless
7 What, if anything, could have been explained better? O Mery uzeless
T Piease enter response hera.
\ /
£ B
23 Did you access VPA's Internet site to look up the status of your claim? Mark & ONE 8 ::S T R T e
cholce. )
O ry easy
.-}4 o Sol_'naluhat easy
Z“t. How easy was it to find the information you wanted? Mark ® ONE choice. o eithnasyinen el
0 Somewhat difficutt
i ey difficul
< ias unable to find information
- O iy useful
2 5 How useful was the information the VP A website? Mark @ ONE choice. @ Somenhat useful
—_— O Somewhat useless
O kry useless
2 Information not found
\ v
oy Are thera any additional comments you would like to make about your disability retirement experiences?
L 6 Flease ehler response her,

[ Thank you.
Please.

Questions?

Fiease retum your complieted questionnaire in the
pre-paid emieione proviced fo;

Thanis vou for taking the time to campliete this questionnaiie. Your assistance Js vens much apnreciatect

Clearwater Research, Inc.
1845 5 Federal Way
Boise, ID 83705

K you have questions about this sinvey, please call Becky Reeb, PERST Commurications Manager, at (208) 287-9261.
Kyou have other PERSLrelated questions, call 1LB00-451L8228 or viait www persl.state Jd ns.
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2. Choice Plan Loan Process Satisfaction Survey

Choice Plan Loan Process Satisfaction Survey

f You recently took a foan from your PERSI Choice Plan 401(k).

This is a brief survey about your experiences with the loan process. The resulfts will
be used to improve service for members sttewide.

Your participation is voluntary and highly valued because y o represent many otfher
PERSImembers. We will hold your responses in the strictest confidertce.

Please answer each gquestion and return the survey in the enclosed pre-addressed
kslamped’ envelope withitr two weeks. Thank you for your time.

e
PERSI

Public Employee Retirement System of [daho

{ : - ) ] ] O ary saticfied ™
l Consider your experiences with the Public Employee Retirement System of ldaho < Somewhat satisfied
* {PERSI) throughout the entire year. How satisfied or dissatisfied overall are you with D Neither satisfied nor dis satisfied
. 2 Somewhat dizsatisfied
PERSI? NMarik @ ONE chalce. O ery diszatistied
2 Don't know
- - - _ _ 2 ery satisfied
7 Consider all of your experiences with PERSI regarding your Cheice Plan loan. How < Somewhat satisfied
* satisfied or dissatisfied overall are you with the loan process? Mark ® ONE choice. D Neither satisfied nor dis satisfied
2 Somewhat dizsatisfied
2 viery dissatisfied
2 Don't know
q Can you please describe why vou feel that way about the loan process?
T Flease enter response heke,
\ .
- N
4 How many times did you contact PERSI staff regarding vour Choice Plan loan? times
Enter nimber In the space proviced.
~ _ R R _ R R < Somewhat satisfied
5 How satisfied or dissatisfied are you with the assistance you received from PERSI O Meither satisfied nor dis=atisfied
= P 2 Somewhat dizsatisfied
staff? Mark @ ONE chalce. & ‘ery dissatisfied
2 Don't know
6 How useful was the inf ormation you received from PERSI staff regarding your 8 ;’:ge‘f'f;-"use ul
© Choice Plan loan? Mark ® ONE cholce. O Meither useful nor useless
2 Somewhat useless
b 2 hery useless J
' -3
_' How many times did you contact Mellon staff regarding your Choice Plan loan? times
Enter number in the space proviced.
2 Mry satisfied
- N - N N _ 2 Somewhat satisfied
8 . How satisfied or dissatisfied are you with the assistance you received from Mellon O Neither satisfied nor diszatisfiad
staff? Mark @ ONE choice. 2 @;e;g:tmgzzgnsﬂed
2 Don't know
O My useful
9 How useful wias the information you received from Mellon staff regarding your O Somewhat uzeful
Choice Plan loan?  Mark ® ONE cholce. 2 Netther useful nor useless
2 Somewhat useless
2 hiry uzeless
L ’
# O A
g - . 5 . ry easy
l U How easy was it to submit vour Choice Plan loan request to Mellon? O Somewhat easy
© o Mark & ONE chaice. 2 Meither easy nor difficutt
2 Somewhat difficult
2 iy difficul
l l How much time elapsed between the initiation of your Choice Plan loan with Mellon 8 mp!n 3 week "
N | 3 i in two weeks
and its payiment? Mark & ONE choice. 5 Within 3 month
i 2 Whore than a month
l 2 Why did you take a Choice Plan Loan?  Mark B ALL boxes that apoly
O Home improvement O Education expenses O Medical expenses
O “acstion O Cther. Pease specify;
A

Please continue survey on other side
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fq Do you access your Choice Plan account onthe Internet? Mari @ ONE choice, O Yes
-~ O No I 2, GOt Question 15
- R B . ~ & Once 3 day
l _1 Which of the following best describes how frequently you access your Choice Plan O Onee a week
account on the Internet? Mari @ ONE choice. @ Once a month
2 Once every § months
2 Once 3 year
l D_ Do you access your Choice Plan account via the toll-free automated phone system? O Yes )
Mare @ ONE choice. 2 Ho If 2, GO to Question 13
- - N - - N 2 Once a d
l 6 Which of the following best describes how frequently you access your Choice Plan o Once 3 w?;k
© account via the automated phone system? Mark ® ONE cholce. O Once a morth
2 Once eveny G months
2 Once 3 year
l '_ If you have used both methods of acquiring your Choice Plan account information, could
© 7 you describe why you prefer one method over the other?  Fiease enter response hete.
. ) o ) -y
l 8 Did you initiate your loan via the Internet or by phone? O Intemet
© Mark @ ONE choice. © Phene
l ) How easy was it to complete the loan process? 8 ;trv eahsst
- - amewhat easy
Mark @ ONE choice. 2 Meither easy nor difficult
2 Somewhat difficutt
-~ U Could you describe why you feel that way about the loan process? O Mery difficul
—_ Flegse anter response heaka,
b y
(')_l Have you read any additional material on Choice Plan loans? O Yes
=T Mark ® ONE choice. O Mo I i, GO0 to Question 36
7Y Which of the following resources did youuse? Mark B ALL hoxes that apoly
- O PERS! Handbook O PERSIWiehsite O Brochure
O Some other source. Flease specify in the space provided:
2 hary easy
23w it to find the informati ited? Mark ® ONE choi © fomenhat easy
— Y. How easy was it to find the information you wanted? Mar choice. O Meither easy nar diffout
2 Somewhat difficutt
2 Niry difficul
N - 2 Wfas unable to find information
2 _1 How useful was the information you found?
2 Miry useful
o] Somewhm uzeful
2 5. What, if anything, would have made this information more useful? 8 g:r':‘h:‘;h”:tefu:'elr‘;rs“se'ess
Flease enter response here. O ery useless
\ .
8l 6 Once your loan is repaid, do you plan on contributing to the Choice Plan again? 8 x:s
T Mark ®@ ONE cholce. O Der't knaw
'I'na“k “0“ Thani yvou for taking the time fo compiete this questionnalie. Your assistance is vehy fruch aporeciated,
n
. L Clearwater Research, Inc.
Please ratum vour campieted questionnaire in the !
Please re-paltt envelope provided to: 18%5 kL PN
- prep e P : Boise, D 83705
H a i you have guestions about this swvey, please call Becky Reeb, PERS! Communications Manager, at (208) 257-9261.
u “estlo“s. I you have other PERSErelated questions, call LE00-451-8228 or visit www persistate fi us.
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3. Retirement Satisfaction Survey

Retirement Satisfaction Survey

(Efongram'n'aa‘ms G Jou receTE retirenment

This is @ bief syne p about pour experiarces wWith te refrermert omoess. The nesits
will be wsed o invonove sendoe e 2l neabers statewine.

Your patiopaton (5 voluntary and kigh! p valved becayse pow repnesant fraT | other
FERS! rremibers, be will holo powr responses (v dhe stictest confderce,

Please answer ezch quesion and reinm fe sunceyin the evclosed pre-aodnessen
Czampen‘ aTelome Ml o weels, Thane pou e pour daee.

Yo

PERSI

Public Em ployee K etirement System of ldaho

(_1 Consider wour expenences with the Public Emploges Retirernent Systern of dabo
= [PERS1througbout the ertire retirement process, How satisfied or dissati =fied
owerall @re o with the retirernent process?  Man @ O0E choice.

!,-J

Can ywou pleaze describe why wou fed that wayw about the refirement process?
Flease efteresponse hemw,

@ Wery salzied
o Somewtal

How ramy firmes did wou contact PERS1staff regarding wour retirernent
Erter muwber i e space pmovidea

=

Did you request retirerment estimates from PERSI? Mati @ ONE choie.

Hovw rnamy retirernent estirnates dd oo request?
Enter mumber it e space pmoided,

M

() Ower what tirme period did woo request your retirement estimate(sT?
Marti @ ORE choie.

tines

e
o o IF M G0 ko Sues lon T

eitinates

r 3monls orre remen
i & ol of mern|
1 year otre Iremerl
Wi 2 years ofre remen

o

Did o receive retirement counzeling from = PER S| Member Reprazentative?
Mark @ ORE chole.

8. Frorm which FERS! Mermber Representative did wou receive counseling ?

0 ves ‘1

[l 1] IF N0, G0 kauesion 14

‘-) Hovwr did you contact the PERS] Merber Represantative? Mad B ONE box

O Floee O hiemEo O Other. Pleass spechl”

10}, reproximatelyhowlong dd you mest with the PERS| Member Representative?
© Enber minutes ivithe space pmvided,

]_ ]_ How sati sfied are wou with the retirement counsding yoo received?
T Mar ® ONE chaie.

1 % Howusefd was the information prowded by the PER S| Representative in planning
=" for your retirernert? Mad @ ONE choie.

mhnes

@ Ve usenl
& Somewhal uretl
© Somewhal urders

Mari @ ORE chake.

]_ & Whydid wou choose the retirerment option that woo dd?
" Flase enter msponse ke,

O veryueless
1 3 Did you del =y retirernent =t =l bazed onthe infiormati on oo receved from the PER S| o :ei
\_ *  Representative? Madr @ ONE chole. - e y,
14, How confident sre youthat you understood Al of the retirement options available? 9 e corden

& Somewhal zorfdent
o Molalalcoradenl

" '
]_ (3. Howeasywasit o complete your retirernert application? B B ylens .
Mamr @ ONE choke. Melwer ey o diticu |
@ Samential daul
1 7. Ganyoupiease describe whyyou fed that wayabout the refirement application? & Vet
' Please entermsponse here.

1 8 Hiowuseful was the information prowided by PER S1to complete your retirernent? m'?‘:":‘:l'u i

* NMark @ ONE choie. 5 Somewhalureers
o O veryueless y,

Please conltintie survey on other side [r
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f - ™
]_ €} Did you read zny additional information provded by PER S| about the refirement :" T —
" process and opions? Madr @ OfE akoice. - A e reslen =
20 ‘ibere dd you readthiz PERS retirement information™ Mars @ ALL boxes that apply.
O Brechie O Hawdbook O PERZI Ve
O cther. Fease s
7 1 . . . o very uredd
= L. Howuozefd wasthizinformation? Mandk @ ORE choize. o Somewhal usetd
O Somewhalurders
O very ureless
22 what, if amything, oo d have been explained better? Pleare erter meponse here,
\ ’
6,-3 Did you sttend a PERS1 505 Fre-Refirernent Worksbop? Mage @ ORE choie . @ res )
N i Mo IF NG, GO o Gueslon 28

o vann ¥
Hovw long before wour retirerment did wou sttend the workshop? Madh @ OWE choice. o N“:ra:;m;n "

O VN o e

VAN e jR AT of Mo

)
=

2, 5 Howusefu was the irformation prow ded inthe workshop for wour retirernent g ;;zt::ill “
- . . Wkl e
plarning? Madr & OfE choie. B Somemtal s
O very ureless
3 (-' Can you please deseribe whiy you fed that way about the workshop?
= Please entermEponse e,
3 -' Did you delay retirement at zll based on the information yourecevedin the workshop?
Mark @ ONE choie. S,
o - o
4_8 by did o deci de to retire at thistime? 1\
= Lb Man EALL boees that apnly.
O Flacklly abk to O Tostarta diters vtcarcer O Medical reas o
O Bareedl ot O othsr, Pleass speiy,
2'-) Hovw confident =re southat voo will have enough ronthl yineome to e © Very comident
corrfartablythrooghout woor retirernent. Mads @ OfE chodce. o Zomewhal confdent

@ Melber cormbdend ren unoae
o Zomewhal i
LR N il L)
3 0 ‘bt other zources of incomme will woo bave inretirerment?
Mar B ALL boxes tha apply.

O socklszoarty O zactierpeasion O Wik hok: Play
O 457 Deterred Com = iation O w3 O k&
O ok O Zome othersone. Aleass snenmy.
3 ]. Do yos flan on working in rretirernent® Mark @ OME choine, O ores
wud main e [y 1.1 IF NG GO e lon 34

3 7 De you plan on working inthe poblic or private sector? [Masr @ ONE chode,

3 3 . Dooyouplan on working full-tine or partdirne? Mans @ O chaloe, O Full-lme
Parkime
k 2 Dond Throw _}

3_1 fre there any additional comments you would like to make 2bout wour FERS| retirernent
Flease eftermsponse e,

h,

Tha“k H-u u. Tham yow for tadimg the bive do complede Bhis quesionmaie . Your arsistante & very much appmociated

Fleare mium pourcompeted guesionmaie ivdne Fsligrﬁ:-dgéslﬁ‘;?' (m,

Fleas e. pre-paid envelome prmoided io Boize, |D 23704

A ) 0 HEVE JUes oS FOUTING Srve), [ease call Becky Resh, PERSI Communicatons Manager, a1 (208) 287-0261.
u u B st I u “ s. ¥ you have o her PERS elaed quesions, call 1-800-4 51-8228 or waltwww persl siie id os.
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4. Choice Plan Rollover Satisfaction Survey

Choice Plan Rollover Satisfaction Survey

(;’ou recend p made 3 mifover ini pour PERS Cheice Plan 407

This {5 @ e suney about o exoererces With the milover pmoess. The reslts
Wil bz wrsen I fmpnoyve sendoe o arenhers statenio'e,

Youwr patici naion (5 volvndary avo Shghilp valven becArse pon represent Mt oiher

Yo

FERS mmmbers. W will hold pour responses i the stictest confidaroe. I ’E R S I
FPlegse answer egch guesfon and refnm the sinvepin e enolesed pre-aodressed
Ctampen’ efpveiome within beo weefcs, Thami pow e o Hrre. Puablic Employe: Fetirement System of 1daho
: : ) : ) N
]_ Consder your experences with the Public Employes Retirament Swstern of idabo
© [FERSI]throughout the ertire year. How safisfied or dissatisfied overall are wou with dissalsfed
FERSIT Masr @ ONE chode.
% Consder dl of your experiences with PER %l regarding wour Chaice Plan rallover.
=" How satisfied or dzzatisfied overall e you with the rollover process? Mak @ Al zalifed
OhE chodoe.
3 Can you please describe why wou fed that way about the rollover process?
© Please entermsponse ReE.
W o
¢y b
_'I._ How rany times did wou contact PER S| staff regarding wour Choice Plan rollover? tnes
Crder munider in b space pmo vided,
@ very ralyiked
- OOHN"M?B alsfed -
5. How sstisfied or dssatisfied sre you vith the sssistance you recdved from PERSI e ey ral e
staff?  Mad @ OME choie. ery dis s
o D | o
n O very uretd
(1 How usefd was the information you received from PERS! staff regarding your o Zomewhalusetl
© Choice Manrollover? Mat @ ORE chode MeETler Lt el el s e s
O Tomewhalurders
o Very useless
N o
f '|
/. How many fimes did wou contact Mellon staff reganding wour Choice Manrollover?
Erder mumber it He space pm gk,
11
Q. How safisfied or dizsatizfied are you with the assistance you reseved from Mellon T or dissmlsted
© staffr Made @ OME choke. o very diszalsted
S D | o
ey Ll
l) Hm\.lrusefd was the information yoo re!::ei-.led from MeII_Dn staff regarding ywour i::'::‘:n'le:;mdm
Choice Manrollover? Siber aumber v e space pmvided’. @ Somewhalurdess
O very ureless
W r
r i i . @ Uery eary N
10 How easy was it to subrrit your Choice Plan rollover request to PERSIY © Somewhal eary
" Madi @ ONE chobe. O Melber eary ron ditfiod |
o Some whal difau |
& Very dified |
]_ ]_ How rachtirme elspsed batween the initiztion of wour Choice Plan rallower with ::;‘r_:ﬂ
FERS| and its completion™ Mam @ ONE choize, d Hr amank
2 Mo han amonh
-
= Do wouregdady contribote tooyour Choice Flan d04(kT? Man @ OfE choice. e
[« 1.7 WO GO ko Guerlon 14
13, what percent of payda you confribute Mark @ OEchuice.
oo1- 2% o3 - 4% O 8-6% o -BR o8- 10 O Cer 10%
Y
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[Erp—
:r-:\

A

Do o access wour Choice Plan account onthe Rtemet? Mark @ DR chodce.

‘ihich of the followirg best descrbes bow frequent y wou access wour Choiee Plan
account on the Internet? Madk @ ONE choke.

]_('p Do o aceess your Choice Plan account Wa the PERSollfree auatormated phone
systern? Mank @ ONE choice.

]_ _' ‘ihich of the followirg best descrbes bow frequent y wou access wour Choiee Plan
: account on the vz the astomated phone systern? Mank @ ONE choice,

1 8 I wou hawe used bath methods of acquiring your Choice Man account information, could
° wou deseribe whiy you prefer one method over the other?

Flease eermsponse hem.

o res
Mo NG GO b lan 16

o orce aday

@ once & week

@ once amoni

@ once every & monhe
o Once @ pear

o ves
[y -] WG GO G ion 19

o once aday

o once & week

@ once amonh

© once every & monhs
o Once @ pear

O Hellow kes

O To bave money all o place

O It tR ERSI
O other. Mease speci -

O Good Inestment options

1 () How easywasit to complete the rollover process? g m:;glwr
= . ¥
Marti @ ONE chobe. @ WelFer eaiy o difil|
@ Zomewhal difol )
2,0 Cod d wiou describe why you fed that wayy aboot the ollover process? R L
Flease entermsponse e,
G_l Hzwe wiou read any zdditional matenal on Choice Plan rollowers? 2 ver 1
=L 3 @ ONE chaime. [« T-1 WD GO kb Guerlon 26
27 ihich of the following rescurces dd youusze? Mak BALL bowes that apply
O PERSI Hawdbook O pERSI Wk e O Brecine
O Some otkerzone . Please ey
o Wery eary
@ Somewhaleary
al 3 ; . ) ; @ Melber eary o dificd |
=t How ezzywasit to find the information woo wanted? Madk @ ONE chofe, @ Somewhal difial |
o wiery difiau |
o Var unatle ko wnd Irdomalon
24, Howusefd wasthe information you found ? Mas @ ONE choie. @ very e
N @ Zomewhalusetd
o Melherused] nor e sy
- @ Domewhalusdes s
3 5, what, if amything, woud have madethiz information more useful? UL L
Fleare entermamonme e,
N\ <
3(-, by did you dedi deto roll wour money intothe Choice Fan 4M[kT? Mad BALL boxes ihat apply

Thank you.
Please.

Pleame mium pourcoamieted quesiommaie i i
pre-paid emvelope pmided fo -

Thard yowr fortading the te do cosplete this quesionnaie. Yhur arsmance & very much apieEciated,

A 3 0w heve gues fons boutiis suney, pease cal Sechy Reeh PERS! Communicatons Nanager, 2t (08) 287-0207.
u ue St 101 S: 0 hEve 0 Mer PERS IRz questons, call 1-800-451-8228 O WS T DN SRR IO LS.
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5. Separation Benefit Satisfaction Survey

Separation Benefit Satisfaction Survey

ﬁou recend preceivel’ 2 separation berefit o2 prrent of pouwr PERST Base Plan Joooor. "

This {5 @ brief sunaey about pour e pererces With the separation berefft process.
The resulis will be gsed b fnmeve sendice o our Arenibers,

Youwr paticipaion is volvniary ano bighlp valved Becavse pou represent man p o !
PERS! mwmibers. e will hold powr responses o de stictest confderoe.
FPlegse arswer each guesfon avd refnm the senvep in de evclesed’ pre-aoldressed’

Public Employes et System of [dok
Uzampen‘ avivalome within B0 weels, Thamk pou fr pour e, Public Fimployes R ctirement System.of Iduo

{-1 Consider your experiences with the Fublic Employee Refirement Systern of idaho @ ;r;e;'m""’”ell -\
= [PERSIregardng the separati on benefit process. How satisiied or dissatified o il
owersll mre you with separation procezs?  Mad @ ONE choie. _
< Don Throw
:_ Can wou please descrbe whiy wioo fed that waw about the zeparation process?
Fleare enteresponse e,
3 Oid wou speak with a PERS] staff mermber about your separation benefit? O Yes
" Mads @ ONE chooe. o Ho KNG, GO bk Cueslon T
_],_ i 2o, hoow satisfied or dizstisfied were you with their service? © Some ,‘l" L
Mark @ ONE chobe. : ;?““,I
i}
5 . Didtheyadequatey explainthe process and firming of yvour request?
Martr @ ONE choie.
(‘l Hoow riany imes did wou contact PER S| staff regarding wour separation benefit? thnes
k Erer mtmile i e space pmoided _}
(- Hovw riachitirne elspsed betweer the initistion of wour separstion request with e s ‘\
FERE| and its payment™? Ma @ ONE chodce. R anon

nin ooy
2 Mere Fan o manis

o Vernieary
Somewtial eary
Zomewhal diffcu |

8_ Hovw easy was it to cormplete the separation benefit form? Mank @ O0E choice.

o Ve dificu |
i)_ Whiat, if anything, could be done to rake the form easie?
. Flease erteresponse here.
]- 0 Oid wou read the informationd page sttached fo the form® Mark @ OAE chofoe, e
o Ho W, 30 o G lon 13
]_ ]_ Hoow usefd wasthe informationd page? Mad @ ONWE chode ., :;: veruredld

O veryuseles
]_ T What, if anything, coud have been explaned better?
°  Please entermsponse herm.

Please continue survey on other side ['-
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f - ™
]_ 3 ; Have you read any additional PER S information on separation benefits to be poygoo Ter _
understard the process and your choices? Madi @ ONE choize . - He IFNE, GO loRueslon 17

14, what separsticrerdsted infarmation dd you read? Mak BALL boves tha apply.

O Erochre O Hawdimok O PERSIWeks e O Iwfomn atio s hee thcinck d with
O other. Freass specmy

5 L e P @ ey upedd
]._ - Howosefd wasthisirformation? Mars @ OhE choice. & ;m"m,,_",“

© Somewhalurders
@ Wery useless

]. ('F. ‘hat, if anything, could have been explained better? Peare eter msponee e,

\ o
f R h
1 T Didyour employer el you that you hed to withdraw your funds? Had @ ONE cholke. :;'
18, Didyou knowthat you coud leave your moneyin FERSI? Mark & ONAE chaioe. .
How rnany wears of PERS] service did wou have? ; Wiess an S years,
]-“:h Erter mumber ir the space provided. vears = o Oues fen 21
2 0 I wou hawve rorethan five years of service, were wou advsed by PERS! =taff that wou
=" may have been vested to = more valuzbie |ifetime retirernent benefit 7 O ores
Marte @ ONE chode, R
Y r
4 . _ S
2 ]_ . Why did you choose ta withdraw your roneyfrom PERSI? Mad EALL boxes tha apply.
O Hes ikt mokey O warnk O Dkl wctkeow | conklEaw [t O Dhor: Segrgaton
O Moulg O Folle 01k O Rolle IRA orother s avhgs play
O other. Pease speciy,
2,2, Do wou understand the tax consequences of taking your rmoney out eard w2 O ves
Mars @ ONE choie. N
o ves
2, Do wou plan onreturning to public ermployrent? Made @ ORE choie. O M WX, G0 ko ERD
O Do Threow

R . . 2 VRNl monte
‘ihen do you plan onretorning to public ermployment? Made @ O0E chobe. o Vi a year
o VN o years
& WIHIN hree years of more

)
el

25, woudthis work befuldime or partdime? Made @ ONE choie. O All-ime

i Parklme
W [ T [0 J
2

- Brethere any addiional comments oo would like to make sbout PERSI's separation benefit process?
6. Flease ertermesponse here.

Tha“k Hl]l.l. Thards yowr fortabing the bive o complede Bhis gue sionmaie. rour assistance & very mucl appmeciahed.

. . Clearwater Research, inc.
Pleame mium yourcomleted queRionmaie i He 1845 5. Federal 1l

Fleas B. pre-pai esvelpe poide o - Boize, |0 83705

H ] I JOu Ve Jues 1005 3hONTINS Sney, Wease call BackyReeh PERS! CommynicaTons Manager, 2t (208) 287-0261.
u u B st I 0 “ s. if you heve o her PERS Ielzid grestons, call 1-800-451-3228 or Wsltvew persl sk jd 15
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